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& ww a Financial Consumer Agence de la consommation 
Agency of Canada en matiére financiére du Canada 


Edifice Enterprise Building 
427 ouest av. Laurier Ave. West 


Ottawa, Ontario K1IR 1B9 


September 20, 2002 


The Honourable John Manley 
Deputy Prime Minister and Minister of Finance 
House of Commons 


Ottawa, Ontario KIA 0A6 

Minister: 

As set out in section 34 of the Financial Consumer Agency of Canada Act, 1 am pleased to submit 

to you my first annual report, which covers the period from our inception, on October 24, 2001, 


to March 31, 2002. 


Yours truly, 


William (Bill) G. Knight 


Commissioner 


ce: The Hon. Maurizio Bevilacqua, P.C., M.P. 


Secretary of State (International Financial Institutions) 
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Canada 


Introduction 


¢ What information does my financial 
institution have to give me if | want 

a loan? 

¢ Can it ask me for identification if | just 
want to open an account? 

¢ Doesn't it have to cash my 
employment insurance cheque? 

¢ What must my bank do if it closes 

my branch? 

Consumers have a lot of questions about 
the financial sector — and about financial 
products and services, and their rights. 

Informed consumers are an important 
part of any marketplace. They can be a strong 
source of competitive discipline if they 
understand the products and services offered 
to them; have easy access to product terms, 
conditions and risks; and can easily 
comparison shop to make the right decisions, 
at the right time, with the right information. 

But surveys show that 64 per cent of 
Canadians have a very low to modest 
knowledge of the financial sector — 
especially women, and younger, less educated 
and less well-off Canadians. Only 18 per 
cent are aware that banks offer an 
ombudsman service to help consumers 
resolve disputes or complaints with their 
financial institution. , 

In 1998, after a thorough review of the 
financial services sector, the Task Force on 
the Future of Canadian Financial Services 
(known as the MacKay ‘Task Force, after its 
Chair, Saskatchewan lawyer Harold MacKay) 
made 124 recommendations on the financial 
services sector. The task force observed 
that “the current framework for consumer 
protection is not as effective as it should 
be in reducing the information and power 
imbalance between institutions and 
consumers.” 

After studying the task force report, two 


parliamentary committees held public 


consultations across the country and 
presented their own recommendations. In 
1999, the government released a policy paper 
called Reforming Canada’s Financial Sector: 

A Framework for the Future. This paper 
proposed the creation of the Financial 
Consumer Agency of Canada (referred to 

as the FCAC or the Agency). 

The FCAC was established in October 
2001, when the Financial Consumer Agency 
of Canada Act came into force, as part of the 
solution to rectify the imbalance between 
consumers and financial institutions. 

The Agency was tasked with a dual 
mandate of protection and education. 

‘This mandate translates into five activities: 

* supervision of federally regulated 
financial institutions to determine 
whether or not they are complying with 
applicable consumer provisions; 

* promotion of policies and procedures 
that these institutions can adopt to 
respect their obligations to consumers; 

* monitoring of adherence to voluntary 
codes and public commitments that 
federally regulated financial institutions 
put in place to protect consumers; 

* promotion of consumer awareness about 
their rights and about the obligations 
of financial institutions towards them; 

¢ fostering an understanding of the 
financial sector and its products and 
services, while striving to improve the 
availability, accessibility and clarity of 
financial information for consumers. 
The FCAC does this by working 
cooperatively with its stakeholders. 

In our first few months of operation, we 
have moved forward on all of these fronts, 
advancing our mandate to protect and 
educate consumers. In this report, we will 
tell you more about who we are and what 


we have been doing. 
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We supervise and report 
on how federally regulated 
financial institutions are 
complying not only with 
the law, but also with their 
own voluntary codes and 
initiatives. 


We educate consumers 
about financial services 
and about the obligations 
of financial institutions. 


A letter from Commissioner Bill Knight 


This is my first report as the first 
commissioner of the Financial Consumer 
Agency of Canada. 

In this report we will explain how we 
operate and how we are building an 
agency that is committed to protecting 
and educating consumers. 

The basic principles underlying our 
philosophy are that Canadians, regardless 
of their income, should have access to 
basic financial services; that Canadian 
financial consumers should enjoy the 
benefits of a competitive marketplace that 
enables them to choose wisely from a 
broad range of financial products, services 
and prices; and that Canadian consumers 
should have easy access to effective 
complaint resolution mechanisms when — 
they are not treated fairly. 

I am very comfortable with this 
philosophy because of my experiences in 
the financial sector and in public service 
prior to joining the FCAC. 

At Credit Union Central of Canada 
I participated in building a strong 
company made up of a securities, an asset 
management and a mutual fund company. 
The needs of consumers were an integral 
part of that building process. , 

As a Member of Parliament helping 
constituents who had “consumer 
complaints” with the federal government, 
and as a member of the House of 
Commons Committee on Finance, 

I acquired an appreciation of the 
challenges Canadian consumers face every 
day and an understanding of the public 
policy process that I am putting into 


practice as head of a “watchdog” agency. 


‘These experiences provided me 
with a valuable perspective on dealing 
with consumers, public policy issues 


and financial sector issues. 


Why we exist and what we do 

The Financial Consumer Agency of 
Canada was created to address the 
imbalance in the relationship between 
financial institutions and the customers 
they serve, in part, by consolidating 
consumer protection activities that were 
previously spread among several agencies. 

Prior to the establishment of the 
FCAC, the Office of the Superintendent 
of Financial Institutions (OSFI) was 
responsible for administering federal 
consumer-related statutes, the 
Department of Finance was responsible 
for monitoring adherence to self- 
regulatory codes and the Office of 
Consumer Affairs at Industry Canada was 
responsible for consumer education. 

The FCAC provides information that 
empowers consumers to make wise 
choices. For example, the information we 
produce may help them choose a credit 
card or an account service package with a 
financial institution. 

As the watchdog over federal consumer 
provisions, we have at our disposal the 
tools necessary to safeguard consumers. 

The financial sector, too, has 
responsibilities towards consumers. The 
FCAC works with financial institutions to 
help them meet these responsibilities by 
ensuring they provide complaint- 
resolution systems to deal with day-to-day 


service or contract disputes. 
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By giving consumers the right 
financial information, at the 
right time, we empower them 
to make the right decisions. 


aEducate 


wProtect 


As the “watchdog” over 
federal consumer provisions, 
the FCAC has the tools to 
protect consumers in the face 
of the vast changes sweeping 
the financial services industry. 


We follow a “no surprises” approach, 
in which we work with the financial sector 
as problems emerge and resolve them 
before they become serious or systemic. 

We are also building relationships 
with other federal government departments 
as well as with other regulators and other 
levels of government, inside and outside 
Canada. 

We are forging links with consumer 
groups to distribute our educational 
materials through their distribution 
channels and to gain a better 
understanding of their concerns and 
priorities. 

We are working with the Canadian 
Bankers Association on various 
educational and awareness programs. 

We are forming partnerships with 
organizations that serve Canadians 
with low literacy levels to provide these 
consumers with basic financial 
information. 

This emphasis on collaboration is 
creating strong ties and ensuring that we 
can leverage our outreach programs 
more effectively. The relationships we 
are building are based on shared 


information, transparency and openness. 


A changing marketplace: 
a challenge for all 


The information challenge 

The financial services sector is changing 
dramatically. Information technology and 
globalization are driving innovation and 
giving rise to new opportunities, new 


demands and new risks. 


Consumers are being offered a wide 
variety of new products and services — by 
new as well as by traditional players in the 
financial sector — in new ways, without 
bricks-and-mortar branches. In this 
changing marketplace the old distinctions 
among financial institutions are becoming 
blurred. 

Consumers have more financial 
choices than ever. While this can be a 
good thing for consumers overall, 
increased choice can also be quite 
bewildering, and result in the information 
imbalance becoming even more 
pronounced between consumers and their 
financial institutions. 

Canada is not alone in struggling with 
the challenges brought about by these 
changes. U.S. Commerce Secretary Paul 
O'Neill, for example, has made financial 
education a priority at the U.S. Treasury. 
To this end, he has announced plans for 
a new Office of Financial Education, with 
a mandate similar to ours. 

Francis Bacon once commented: 
“Knowledge is power.” By educating 
consumers, by giving them the right 
financial information, at the right time, 
consumers will be empowered to make 
the right decisions. The FCAC can 
provide consumers with the tools they 
need to make educated choices. 
Empowered consumers will demand more 
from the institutions with which they do 
business. As consumers shop around, to 
determine which institutions can best 
serve their financial needs, institutions 
will need to compete more aggressively 
and respond to their demands, creating a 
better marketplace for both consumers 


and financial institutions. 
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The service delivery challenge 
Although younger consumers are more 
likely to try innovative service delivery 
through call centres, automated kiosks or 
the Internet, the marketplace is aging. As 
baby boomers turn to financial 
institutions with an eye to retiring, this 
demographic change will also affect the 
services financial institutions offer their 
customers. 

While Canadian consumers appreciate 
the convenience that electronic banking 
— via the Internet, telephone, automated 
banking machines (ABMs) and debit cards 
— offers, a significant portion of them, 
including small businesses, still want 
personal contact with a customer service 
representative of their financial 
institution. Institutions are therefore 
having to offer multiple channels of 
service delivery, and not just a choice 
- between “bricks” and “clicks”. 

For the FCAC, this changing financial 
marketplace means we have to find 
appropriate ways of ensuring compliance 
in both a bricks-and-mortar world and a 
virtual world. At the same time, the 
Agency must keep pace with the need for 
new or expanded consumer education and 
information programs for these new 
financial products and services. 

We are positioning ourselves to meet 


these challenges head-on. 


What we've done so far 
We have only been around a few months, 
and already are making progress. Here 
are some highlights of the year to date: 
¢ We hired and trained a staff of 
28 employees, who came from both 
the private and public sectors. 
¢ We launched our Web site, established 
the Agency’s call centre — the 
Consumer Contact Centre — and 
issued a number of brochures on 
consumer rights and responsibilities. 
¢ We've been working to keep our 
operations lean and efficient. 

a We outsourced our informatics 
and communication services 
through Public Works and 
Government Services Canada 
(PWGSC). 

= We outsourced our call centre 
management to the Canada 
Deposit Insurance Corporation 
(EDIG) 

w We outsourced our human 
resources and financial 
administration to the Office of the 
Superintendent of Financial 
Institutions (OSFI). 

¢ On December 3, 2001, we released 
our first report, Credit Cards and You. 

¢ On January 9, 2002, we released our 
draft business plan and draft 
compliance framework to financial 
industry stakeholders. 

¢ On February 5-6, 2002, we held our 
first strategic planning session, with 
former MacKay ‘Task Force Chair 
Harold MacKay assisting as a key 


resource person. 
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© On February 12-14, 2002, we 
consulted with the financial sector on 
our proposed compliance framework. 
© On February 28, 2002, we released 

a Consumer's Guide to Basic Banking 

Services in conjunction with Industry 

Canada’s annual report on the cost 

of banking. 

Our publications provide consumer 
tips in plain language. They include 
comparative data on financial products 
and prices, as well as useful checklists and 
worksheets that can help consumers track 
their financial habits and determine their 
needs. This information is available on 
our Web site, and through our Consumer 


Contact Centre. 
What's next 


Our focus 
Our focus in the coming year will be on 
expanding information about consumer 
rights and responsibilities. We will update 
Credit Cards and You, as well as our other 
brochures and publications and produce 
new publications, as appropriate. We will 
collaborate with our stakeholders to 
respond to emerging issues and new 
consumer needs. 
Above all, we will continue to build on 
our core values. 
¢ We will work in an open and 
transparent manner. 
¢ We will seek input from our 


stakeholders. 


e We will fill the gaps in consumer 
knowledge. 

e We will put in place our compliance 
framework and monitoring 
procedures. 

e We will provide feedback on a 
quarterly basis to the public and to 
financial institutions on the types of 
complaints and enquiries we receive. 

¢ We will monitor these complaints and 


look for patterns. 


Our concerns 

Although I have been Commissioner for 
just a few months, already some patterns 
have begun to emerge. By far the greatest 
number of complaints that fall under our 
regulatory mandate has involved 
consumers who were refused personal 
bank accounts, generally because of their 
credit history. 

At the moment, the FCAC monitors a 
public commitment by the Canadian 
Bankers Association, on behalf of its 
members, that covers access to basic 
banking. In reviewing more than 50 cases 
involving this commitment, we have not 
found any cases of non-adherence. 
However, we feel that the financial 
institutions involved, in many instances, 
have not respected the spirit of the public 
commitment. 

We recommend that, in the coming 
year, the Government develop and put in 
place specific regulations covering access 
to accounts. This is crucial if we are to 
protect the principle of access to basic 
financial services for all Canadian 


consumers. 
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Some other financial consumer issues 
of concern to us are: 

* confusing and obscure disclosure 
statements for such products as credit 
cards, debit cards and mortgages; 

* surcharges that take many consumers 
by surprise, including those charged 
by “white-label” automated banking 
machines (ABMs); and 

* exorbitant interest rates charged by 
“payday loan” companies. The FCAC 
wants to ensure that consumers are 
aware of the pitfalls of using these 
types of financial services. 

Our role will evolve as the industry 
changes. But one thing that will not 
change is my focus on the consumer’s 
interests. The FCAC is working to 
empower consumers by providing them 
with information tools so that they can 
obtain financial products and service 
' packages that are appropriate for their 
needs from the financial institutions of 
their choice. 

By keeping watch over the financial 
sector on behalf of consumers, by acting 
as a consumer “watchdog,” we can help 
ensure that consumers are protected in 
the face of the vast changes sweeping 


through the industry. 


Some parting thoughts 

In summary, it is clear to me that 
consumer protection and education are 
inextricably linked. People who are 
informed about their rights and about the 
obligations of financial institutions are 
more likely to exercise those rights and to 
expect appropriate market conduct from 
their institution. 

But we must be realistic. In today’s 
busy world, it is difficult for people to 
take the time to both understand their 
financial rights and to decipher the 
complexities of the financial products that 
they want to use. However, making 
uninformed decisions can be costly and 
cause consumers to take unnecessary 
risks. 

Therefore, I am committed to 
working with our stakeholders to develop 
useful information tools for consumers, 
such as easy-to-read tips and checklists, 
and to make plain-language educational 
materials easily available to consumers. 

As we move forward with our 
educational initiatives, we must find 
innovative ways to provide financial 
information that meets the requirements 
of all Canadian consumers. It is becoming 
clear that the key challenge facing us is to 
provide a basic framework for financial 
literacy in Canada. The Agency will look 
for opportunities to respond to this 


challenge. 
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Wherever possible, the FCAC will 
work with educators to help the next 
generation of Canadian consumers acquire 
the knowledge they need to make the 
right financial decisions for themselves. 
At the very least, they should know what 
information they need and how to go 
about finding that information. 

As for the Agency’s mandate of 
consumer protection, I am committed to 
working with the financial institutions 
to address the shortcomings identified 
through the Agency’s compliance 
framework, and to deal with these issues 
in a timely manner to lessen the chance 
of the same problems occurring for other 
consumers. We will also hold these 
institutions accountable for making sure 
that their staff understand and comply 


with the law. 


SING 


I am committed to sharing information 
that consumers have brought to our 
attention, so that all Canadians can learn 
about real issues, of concern to them. 

We will also share information with each’ 
financial institution, in the form of timely 
reports on specific topics related to their 
operations, so that they can address 
consumer problems proactively. 

The Agency, the financial industry and 
consumers alike have a vested interest in 
ensuring that Canadian consumers have 
easy access to financial products, are able 
to make informed decisions and can have 
their questions and complaints addressed 


by their financial institutions. 


William G. Knight, Commissioner 


Financial Consumer Agency of Canada 
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Federally regulated financial 

institutions must comply with 

federal consumer legislation. 

We have developed our 

compliance framework through 

extensive consultations with 

our stakeholders. 

a 

Our publications provide ) 
consumer tips in plain 
language, clear comparisons 
of financial products and 
prices, and useful checklists 
and worksheets that can 
help consumers track their 
financial habits and 
determine their needs. 


ssid 
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Organizational roles and responsibilities 


The Commissioner 

The FCAC Commissioner is appointed 
for a period of up to five years. Bill 
Knight is the first Commissioner of the 
Agency. His responsibilities include: 

* reporting to Parliament annually and 
to the Minister of Finance regularly 
on the FCAC’s activities and findings; 

* managing the operations of the 
FCAC, which includes responsibility 
for all aspects of its programs, 
finances, administration and human 
resources management; 

* supervising more than 470 federally 
regulated financial institutions to see 
if they are complying with the 
applicable consumer protection 
legislation, with the memoranda of 
understanding they have signed with 
the Government of Canada, and with 
their own voluntary codes of conduct 
and public commitments; and 

* increasing national consumer 
education initiatives through 
collaboration with stakeholders. 

The Commissioner is also responsible 
for the administrative monetary penalty 
scheme under the FCAC Act. He may 
issue a notice of violation if a financial 
institution does not comply with its 
legislated consumer obligations. The 
Commissioner can also make public the 
nature of the violation and issue fines of 
up to $100,000. (See the section on 


Compliance for more information.) 


Organization Chart — Financial Consumer Agency of Canada 


Bill Knight 
Commissioner 


Stephen Barry Jim Callon 


Legal Counsel 


Susan Murray 
Director, Consumer 
Education and 
Public Affairs 


Danielle Poulin 
Director, 
Compliance and 
Industry Relations 


The FCAC Commissioner is an 
ex-officio member of the Board of 
Directors of the Canada Deposit 
Insurance Corporation (CDIC) and a 
member of the Board’s Governance 
Committee. He is also a member of both 
the Financial Institutions Supervisory 
Committee (FISC), chaired by the 
Superintendent of Financial Institutions, 
and the Senior Advisory Committee 
(SAC), chaired by the Deputy Minister of 
Finance, where the FCAC Commissioner 
adds a consumer perspective to the policy 
advice this committee provides to the 


Minister of Finance. 


Consumer Education and 
Public Affairs branch 

The Consumer Education and Public 
Affairs branch produces brochures, guides 
and other materials to inform consumers 
about financial institutions’ legal 
obligations; carries out research and 
surveys; and disseminates this information 
through the media, through the FCAC 
Web site and through stakeholders. 
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Deputy Commissioner 


Chart 1 


Jean-Pierre Giroux 
Manager, 
Administrative 
Services 


Our consumer information — 
available on our Web site and 
through our Consumer 
Contact Centre — can help 
consumers choose a credit 
card or an account service 
package with a financial 
institution. 


aEducate 


wProtect 


If a consumer thinks a financial 
institution has not respected 
its lawful obligations, we want 
to hear about it. 


The Financial Consumer Agency of 
Canada Act requires the FCAC to foster 
“an understanding of financial services 
and issues related to financial services”. 
To this end, the branch produced two 
publications. 

© Credit Cards and You: This publication 
explains the different types of credit 
cards, provides comparative tables on 
interest rates and other variables, and 
explains credit card terminology in 


plain language. 


Consumer's Guide to Basic Banking 
Services: This annual publication gives 
consumers tools to understand their 
banking needs, to compare different 
options and to choose the best service 
package for their requirements. The 
2001 edition also focussed on the 
needs of certain segments, such as 
low-income consumers, and looked at 
such topics as “white-label” automated 
banking machines (ABMs). 
The branch is also charged with 
promoting awareness of the obligations of 
financial institutions and the responsibilities 
of consumers. It addressed this, in part, 
through brochures on specific topics: 

° What you should know if your branch 

closes 

° Do you have a problem or complaint? 

* Low-fee accounts 

° Protecting your interests 

° Working to protect and educate consumers 

° What you don’t know can affect you 

As of March 31, 2001, the Consumer 

Education and Public Affairs branch 
mailed out more than 1,000 copies of 
each of the FCAC’s major reports to 


parliamentarians, libraries, financial 


institutions, consumer groups and others, 
and received 131 requests for its 
publications. 

The branch also creates and broadens 
public awareness of the Agency. It issued 
media releases: to announce the opening 
of the Agency and to launch its major 
publications. As a result, more than half 
of the media inquiries fielded by the 
branch pertained to Credit Cards and You 
and the Consumer's Guide to Basic Banking 
Services. 

The Commissioner and Deputy 
Commissioner were both involved in 
extensive consultations with consumer 
groups, other regulators, financial 
industry associations and chief executive 
officers (CEOs) of financial institutions. 
They made presentations to these 
audiences, as well as to public policy 
groups and academic institutions, to 
familiarize and update them on the 
Agency’s mandate and activities, and to 


respond to their questions and concerns. 


The Consumer Contact Centre 
Many consumers’ first point of contact 
with the FCAC is the Consumer Contact 
Centre, which the Agency shares with the 
Canada Deposit Insurance Corporation. 
Inquiries officers from the Centre answer 
questions from callers and offer assistance 
in the official language of their choice. 

The Centre operates from 8:30 a.m. 
to 6:00 p.m. (Eastern Standard time). 
Callers may leave a message after hours, 
on weekends or on statutory holidays. 
These messages are returned the next 
business day. 

As of March 31, 2002, we received 
4,769 telephone calls, letters, e-mails and 
in-person visits. Roughly a quarter, 1,560 


in all, were related to credit cards. 
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. How Consumers Contacted the FCAC Chart 2 
Our Web site (October 24, 2001 — March 31, 2002) 
— http://www.fcac-acfe.ge.ca/ Gaaeiecheaan 
; ; sty ee also art 
Our Web site is our visible face to the 


: ; Phone calls (4,341) 
public. In an average month, we receive 
Nhe cater : Letters (228 
nearly 60,000 “visits” from approximately pies 
E-mails (194) 


8,000 individuals or organizations. 
The media section of the site is the oe 

most frequently visited, followed by the 

sections for consumers. Visitors have 

come to review our on-line publications 

nearly 8,000 times, as of March 31, 2002. Total contacts: 4,769 

Consumers can also download 

publications directly, which saves printing The FCAC has contracted out its 

and distribution costs. Our most popular — human resources and financial services 


on-line document is the Consumer’s Guide to the Office of the Superintendent of 


to Basic Banking Services, which has been Financial Institutions, and its informatics 
downloaded more than 7,000 times. Our and communication services to Public 
most popular brochure, meanwhile, is = Works and Government Services Canada. 


Low-fee accounts. 

Compliance and Industry 
Legal services branch Relations branch 
The federal Department of Justice provides The Financial Consumer Agency of Canada 


legal services to the FCAC. A Senior Act identifies consumer provisions under 
Counsel from Justice is part of the the following Acts: 

management structure of the Agency and * the Bank Act 

reports directly to the Commissioner. * the Insurance Companies Act 

Counsel offers advice on all aspects of the * the Trust and Loan Companies Act and 
FCAC’s mandate and operations. * the Cooperative Credit Associations Act. 


Consumers may view these provisions 


& 


Administrative services branch on-line, in the “Compliance Information” 


The Administrative Services branch section of the FCAC’s Web site. 

provides the Agency with such services as The FCAC’s Compliance and Industry 
human resources, financial, access to Relations branch monitors, and works to 
information and privacy, materiel ensure compliance with, the consumer 
management, facilities management, provisions, which include requirements 
records management, informatics, for such activities as: opening retail 
security, occupational health and safety, deposit accounts; cashing federal 

mail and messenger services. government cheques; closing retail 


branches; coercive tied selling; disclosing 
cheque-hold policies; providing 


information to consumers about the 
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FCAC; establishing procedures for 
dealing with complaints; preparing annual 
public accountability statements and 
disclosing the cost of borrowing. 

The branch’s responsibilities include: 
* investigating and responding to 
consumer complaints that fall under 
any of the Acts mentioned above; 
* managing the compliance framework 
and monitoring its efficiency (this 
framework is discussed in more detail 
later in this report); 
* examining federally regulated financial 
institutions to ensure they comply 
with this framework; 
* monitoring adherence to voluntary 
codes of conduct or public 
commitments designed to protect the 
interests of consumers; and 
* monitoring the FCAC’s tracking 
systems to identify patterns. 
Voluntary codes are commitments the 
financial institutions have put in place to 
guide their conduct. They cover such 
things as debit cards and credit relations 
with small businesses. Even though the 
codes are “voluntary,” meaning the FCAC 
cannot enforce them, the Agency expects 
financial institutions to abide by these 
codes. ‘Io this end, the FCAC monitors 
adherence to the codes, investigates 
complaints and publicly reports on the 
results of our monitoring. 

Among the tools the branch has at 
its disposal to monitor compliance are 
“mystery” shopping, consumer surveys, 
analysis of complaints and enquiries, 
annual examinations of federally regulated 
financial institutions and studies by 


third parties. 


The FCAC does not use a traditional 
regulatory approach. We have developed 
our compliance framework through 
extensive consultations with stakeholders. 
During this consultation process we have 
shared our ideas frankly with our 
stakeholders, sought their input and 
feedback, and incorporated many of their 
suggestions into our framework, which we 
have provided to them. 

Our methods for securing compliance 
range from persuasion through to the 
imposition of fines and, if needed, public 
disclosure in instances of a breach of 
the consumer provisions. The specific 
approach we take in a particular case is 
determined by several factors, such as the 
severity and frequency of the problem; 
whether the breach is an isolated incident 
or systemic in nature; whether it is 
deliberate; and the degree of co-operation 
we receive with any investigation we 
undertake. 

Appendix B outlines the Agency’s case 
management process for alleged breaches 
of the consumer provisions; Appendix C 
provides a chart of the types of consumer 
provisions and regulations the Agency 
supervises and with which it ensures 
compliance; and Appendix D outlines the 
current status of the consumer provisions 


and regulations that the FCAC monitors. 
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The FCAC investigates 
complaints related to all 
banks and all federally 
registered or incorporated 
insurance and trust and loan 
companies to determine 

if there has been a breach 
of the consumer provisions. 


We inform consumers about 
the redress mechanisms in 
place at financial institutions 
to resolve “general service” 
complaints relating to such 
issues as quality of service, 
business policies or hours of 
operation. 


Consumer complaints 


Complaint handling by 
the FCAC 


Role of the FCAC 

The Agency only has jurisdiction over 
complaints that involve breaches of 
federal consumer provision legislation 
or regulations. 

We have no mandate to resolve 
“general service” complaints relating to 
quality of service, business policies or 
hours of operation. However, we do make 
consumers aware of the complaint 
resolution systems that financial 
institutions have in place to deal with 
these types of complaints. 

The Commissioner may collect any 
personal information that is considered 
necessary for supervising compliance with 
the consumer provisions by federally 
regulated financial institutions. Such 
information is treated as confidential by 
the FCAC. 

The Agency is subject to the Privacy 
Act and the Access to Information Act, as well 


as to regulations relating to these Acts. 


Consumer provision complaints 
The FCAC investigates compl|aints 
related to all banks and all federally 
registered or incorporated insurance and 
trust and loan companies. The Agency is 
not responsible for credit unions, finance 
companies, mutual fund dealers, securities 
dealers and other financial institutions 
that fall under provincial jurisdiction. 
Federally regulated financial institutions 
must comply with federal consumer 
legislation. If a consumer thinks a financial 
institution has not respected its lawful 


obligations, we want to hear about it. 


and enquiries 


In addition to reporting a breach of 
the consumer provisions, if consumers are 
seeking redress, we inform them of the 
process in place at financial institutions to 
handle individual redress. 

Under our compliance framework, 
federally regulated financial institutions 
are also obliged to self-report customer 
complaints to the FCAC if these complaints 
suggest a possible breach of the law. 

Any consumer can file a complaint 
about a breach of a consumer provision 
with the FCAC. There is no cost involved. 
Consumers can call us toll-free at 
1-866-461-3222 or e-mail us at 
info@fcac-acfe.gc.ca. Appendix B 
illustrates our case management process. 

When someone calls us with a 
complaint, we ask for details, to assess 
whether it falls under our jurisdiction and 
if it involves a possible breach of the law. 
If we need to do some research, we will 
call the consumer back within 48 hours. 
Once we understand the consumer’s 
situation and have determined whether 
the complaint falls under our jurisdiction, 
we inform the consumer of the options 
available. If the complaint involves a 
possible breach of the law, an FCAC 
compliance officer contacts the 
consumer’s financial institution to discuss 
the complaint. If further action is 
recommended, an officer may request 
factual information in writing from the 
consumer and the institution. 

If it is determined that the institution 
has breached a consumer provision, we 
may issue a warning letter or “notice of 
violation” to the institution and impose a 
monetary penalty. We may also publicize 
details of a violation, including the name 
of the institution that committed the 
violation and the amount of the penalty 


imposed. 
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Once we understand the 
consumer’s situation and have 
determined whether the 
complaint falls under our 
jurisdiction, we inform the 
consumer of the options 
available. 


aEducate 


wProtect 


Any consumer can file a 
complaint about a breach of a 
consumer provision with the 
FCAC. There is no cost 
involved. 


Complaint handling 

by financial institutions 

Since October 24, 2001, the FCAC has 
been working with federally regulated 
financial institutions to ensure they put in 
place the required complaint resolution 
procedures. Appendix E provides a 
generic example of a financial institution’s 
complaint handling process. By March 31, 
2002, the majority of institutions were in 
compliance with this obligation. We will 
continue to work with those that have not 
yet properly filed their procedures with 
the FCAC, since these procedures are an 
important part of addressing complaints 
that consumers may have with a financial 


institution. 


General service complaints 
Although the FCAC has no mandate to 
resolve “general service” complaints, we 
try to help consumers where we can. For 
example, the Agency promotes consumer 
awareness of complaint resolution systems 
already in place in financial institutions. 
The FCAC does not provide redress 
or monetary compensation to consumers 
who feel they have been treated unfairly 
by their financial institution. 
We do not handle complaints involving: 
* the pricing of products (e.g., insurance 
premiums, service fees, credit card 
charges); 
* the quality of service received; 
* loan and credit granting policies; or 
* billing errors, advertising or 
contractual matters. 
If financial consumers have a general 
service complaint, their first step is to try 
to resolve the problem directly with their 


financial institution. This may involve 


dealing with branch staff or a local 
representative. Financial institutions must 
help consumers who want to make a 
complaint. Every federal financial 
institution is required by law to have a 
process for handling complaints and must 
have staff dedicated to this task. The 
financial sector is one of the few industries 
in Canada that has this customer service 
requirement — which is part of the 
solution in addressing the power imbalance 
between financial institutions and 
consumers. 

Most federally regulated financial 
institutions belong to an ombudsman 
service or to an external dispute 
resolution body, whose role is to help 
resolve disputes fairly and impartially. If 
consumers are seeking redress and if their 
complaint has not been resolved to their 
satisfaction by their financial institution’s 
complaint handling process, they can have 
the complaint reviewed by a third party. 
This service is non-binding and is 
available to any individual or small 
business with a complaint against a 
federal financial institution. 

The FCAC is looking forward to 
working with the Centre for the Financial 
Services OmbudsNetwork (CFSON) that 
will be created in the coming year to 
provide ombudsman services in the 
banking, life and health insurance, 
property and casualty insurance, and 
securities and mutual fund industries for 
Canadian consumers who are seeking 
redress. Partnering with the CFSON will 
enable us to implement our mandate 
more effectively to protect Canadian 


financial consumers. 
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A look at the complaints we 
have received 


Alleged breaches of the law or alleged 
non-adherence to codes of conduct 
Because the FCAC was established in 
October, the charts presented in this 
annual report contain data from only the 
first few months of operations. It is our 
intention to update this information on a 
regular basis and to make it available to 
Canadian consumers, in order to keep 
them fully informed about our activities 
and our findings. 

Chart 3 represents the total number 
of “alleged non-compliance” complaints 
related to the consumer provisions, and 
“alleged non-adherence” complaints 
related to voluntary codes of conduct 
and public commitments by federally 
regulated financial institutions, which the 
FCAC received between October 24, 
2001, and March 31, 2002. 

Of the 134 complaints that the FCAC 
has received since October 24, 2001, 

54 involved a refusal to open an account 
because of the consumer’s credit history. 
Refusal to open accounts is a major issue 
of concern, accounting for 40 per cent of 


the total number of compliance-related 


complaints received by the FCAC. A poor 


credit history is the underlying reason for 
the majority of these refusals. 

As Chart 4 indicates, the FCAC 
received 134 complaints of alleged 
violations of the law, or of non-adherence 
to a code of conduct or to a public 


commitment to protect consumers. 


Number of Alleged Non-Compliance/Non-Adherence Chart 3 
Complaints Received by Compliance Issue 
(October 24, 2001 — March 31, 2002) 

Complaints 
Accounts: Advance notice of fee increases 14 
Accounts: Agreement and Complaint procedures 1 
Accounts: Charges for account maintenance 1 
Accounts: Disclosure of information, charges or services 3 
Accounts: Low-cost accounts 3 
Accounts: Minimum balance requirement 1 
Accounts: Refusal to open (credit history/bankruptcy) 54 
Accounts: Refusal to open (general) 12 
Accounts: Refusal to open (ID) 5 
Coercive tied selling 8 
Cost of Borrowing — General 4 
Credit Card: Change to COB* 2 
Credit card: Non-disclosure of COB*, interest or fees 3 
Debit Card Code 2 
Establishment of complaint procedures 1 
Failure to inform how to reach the FCAC 2 
Federal government cheques: Fee charged to cash 1 
Holds on cheques: Deposits 4 
Loans — Failure to disclose COB* (advertising) 4 
Loans — Failure to disclose COB* when issued 2 
Loans — Information on repaying rebates/charges 1 
Loans — Notification of changes in COB* 4 
Public commitment 1 
Small Business Code 1 
Total 134 
*COB means the “cost of borrowing” and refers to the 
disclosure requirements in the federal regulations. 
Status of Cases Processed Chart 4 
(October 24, 2001 — March 31, 2002) 
Adherence 49 
Breach 0 
Non-Adherence 0 
Non-Breach 31 
Resolved 6 
Withdrawn 21 
Sub-total 107 
Total cases received (See Chart 3) 134 
Total cases closed 107 
Total cases still under investigation 27 


(See Glossary, page 33, for definition of terms.) 
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Number of Alleged Non-Compliance/Non-Adherence 
Complaints Received by Type of Institution 
(October 24, 2001 — March 31, 2002) 


Domestic Banks 

Foreign Bank Branches — Full-Service 
Foreign Banks 

Trust Companies 

Unknown Bank* 

Total 


*The consumer did not disclose the type of bank he/she was contacting the FCAC about. 


Number of Alleged Non-Compliance/Non-Adherence 
Cases Closed by Type of Disposition 
(October 24, 2001 — March 31, 2002) 


Chart 5 


108 


Chart 6 


(See also Chart 4) 


Adherence 
Breach 
Non-Adherence 
Non-Breach 
Resolved 
Withdrawn 

Total cases closed 


Of these, 27 were still being 
investigated as of March 31, 2002. Six 
were resolved, 21 were withdrawn and the 
remainder were found not to involve a 
breach of the regulations, or non- 
adherence to voluntary codes of conduct 
or public commitments. 

Chart 5 represents the total number of 
complaints the FCAC received by type 
of financial institution. Since most of the 
consumer provisions apply to deposit- 
taking institutions, it is understandable 
that the vast majority of complaints — 

97 per cent of the complaints received — 
involved the banking sector. 

Chart 6 represents the total of alleged 
non-compliance or non-adherence 
complaint cases closed by type of 
disposition between October 24, 2001, 
and March 31, 2002. 
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General service complaints and 
enquiries 

As Chart 7 indicates, the FCAC received 
a total of 4,769 complaints and enquiries 
from consumers between October 24, 
2001, and March 31, 2002, which were 
related primarily to credit cards, loans and 
existing mortgages, bank accounts and 

the quality of service provided at the 
consumer’s financial institution. 

Chart 2, on Page 19, indicates how 
consumers contacted the FCAC. 

Chart 8 indicates the specific issues 
with which consumers were most 
concerned. 

Credit cards — Consumers expressed 
concerns about changes in their credit 
card fees as well as about receiving 
unsolicited applications for credit cards in 
the mail. 

Deposit accounts — Consumers 

complained about the “lengthy” holds 
placed on cheques deposited in their 
accounts. 

General enquiry — Consumers 
frequently contacted the FCAC to 
enquire about the authenticity of various 


financial institutions. 


Loans/existing mortgages 
Consumers enquired about penalties they 
were being charged by their financial 
institution to break an existing mortgage. 

Quality of service — Consumers 
who were not clients of a particular 
financial institution were upset when the 
institution would not serve them. 

Chart 9 represents the total number 


of complaints and enquiries received. 


Total Number of Complaints and Enquiries Received 


(October 24, 2001 — March 31, 2002) 


Banks 


Life Insurance Companies 


Property and Casualty Insurance Companies 
Trust and Loan Companies 


Non-Federally Regulated Financial Institutions 


FCAC-related 
Miscellaneous 


Total Complaints & Enquiries 


Non-Compliance/Non-Adherence 


Grand Total 


Complaints Enquiries 
1,565 1,306 

96 82 

67 32 

95 80 

393 716 

2 163 

5 2 

2,223 2,381 

134 31 


Major Types of Complaints and Enquiries Received 


(October 24, 2001 — March 31, 2002) 


| ~~ 


Credit Cards (1,025) 
Deposit Accounts (428) 
General Enquiry (442) 
Loans (585) 

Quality of Service (353) 


Percentage of Complaints and Enquiries Received 


(October 24, 2001 — March 31, 2002) 


(4%) 
(2%) 4 
(4%) 


(23%) 


(+0%) 


(60%) 


Banks (2,871) 


Chart 7 


Total Complaints 
and Enquiries 


2,871 
178 
99 


Chart 8 


Chart 9 


Life Insurance Companies (178) 


Property and Casualty Insurance (99) 


Trust and Loan Companies (175) 


Non-Federally Regulated Financial 


Institutions (1,109) 


Non-Compliance/Non-Adherence 


(165) 


Enquiries about the FCAC (165) 


Miscellaneous (7) 


We will hold financial 
institutions accountable 
for making sure their staff 
understand and comply 
with the law. 


a ey eR 
Our Web site is our most 
visible face to the public. 
In an average month, we 
receive nearly 60,000 “visits” 
from approximately 8,000 
individuals or organizations. 


Branch closure filings 


During the period October 24, 2001, to 

March 31, 2002, the FCAC received 

13 filings by financial institutions 

regarding anticipated branch closures. 
The Agency is responsible for 

ensuring that these filings meet regulatory 


requirements. 


Concluding remarks 


In all of the initiatives that we — as 
Commissioner and employees of the 
Financial Consumer Agency of Canada — 
are undertaking, we are keeping the needs 
of financial consumers uppermost in our 
minds. 

We have worked hard to make sure - 
that Canadian financial consumers are 
fully aware of their rights and 
responsibilities under the law and that 
Canada’s federally regulated financial 
institutions comply fully with their 


consumer obligations. 


As of March 31, 2002, all of these 
branch closure filings were still under 


review. 


We are committed to ensuring that 
all Canadians — regardless of geographic 
location, economic circumstances, 
education, age, gender or cultural 
background — can obtain access to the 
federally regulated financial sector. 

And we have focussed our efforts on 
providing consumers with useful, timely, 
comprehensible information about 
financial products and services so that 
they can ask the right questions and 
choose wisely from the multitude of 
financial products and services available 


to them. 
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Our most popular on-line 
document is the Consumer's 
Guide to Basic Banking 
Services, which has been 
downloaded more than 

7,000 times. Our most popular 
brochure is Low-fee accounts. 


aEducate 


wProtect 


We will work with financial 
institutions to remedy 
compliance shortcomings in 
a timely manner. 


FCAC Staff — Committed to Protecting and 
Educating the Canadian Financial Consumer 
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Appendix A: Glossary 


Adherence — After investigation by the FCAC, the financial institution’s actions with 
respect to the complaint were found to be consistent with the voluntary code of 


conduct or public commitment of the financial institution/industry. 


Breach — After investigation by the FCAC, it was determined that the complaint did 


involve a breach of a consumer provision. 


Closed — Number of compliance cases investigated by the FCAC and concluded by 
March 31, 2002. 


Non-Adherence — After investigation by the FCAC, it was determined that the 
complaint was founded and that the actions of the financial institution did not adhere 


to the terms of the voluntary code of conduct or public commitment. 


Non-Breach — After investigation by the FCAC, it was determined that the complaint 


did not involve a breach of the regulations. 


Pending — Number of compliance cases still under investigation by the FCAC as of 
March 31, 2002. 


Received — Number of complaints received and entered into the FCAC’s tracking 
system between October 24, 2001, and March 31, 2002. 


Resolved — After investigation by the FCAC, the complaint was resolved by the 


financial institution to the satisfaction of both the FCAC and the consumer. 


Withdrawn — The consumer requested that the FCAC not proceed any further with 
investigating his/her complaint, or the consumer did not respond to the FCAC’s 


attempts to contact him or her, in order to continue its investigation. 
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Appendix B: FCAC Case Management Process 


Process Potential Outcomes 


Complaint received by or reported to FCAC is entered into case/inquiry tracking system. 


a 


Complainant advised of Fl complaint process. 
Case assigned to compliance officer. 


Officer reviews previous complaints against financial institution to consider whether systemic issue. 


Kal Be CU 


Contact made with financial institution to clarify problem. 


—» Compliance issues not identified or considered administrative error. 


6. Compliance officer requests factual information in writing from complainant and financial institution. 
|...» Determined not to be a compliance issue, no further action. 


7. Compliance officer reports findings with recommendation to the Commissioner. 
Copy of report is sent to financial institution for comment. 


Commissioner's options: 
e Reprimand letter 
¢ Compliance Agreement 
° Notice of Violation 
e Administrative penalty 
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Appendix C: Consumer Provisions and Regulations 


The Financial Consumer Agency of Canada 
Act identifies consumer provisions under 
the following Acts: 

* the Bank Act 

* the Insurance Companies Act 

* the Trust and Loan Companies Act and 

* the Cooperative Credit Associations Act. 


Consumer Provisions 


Requirement to disclose interest and charges applicable to deposit accounts 


Requirement to disclose the cost of borrowing 


Requirement to have procedures for protecting customer information 
Requirement to open retail deposit accounts (not in effect) 


Requirement to offer a standard low-cost account (not in effect)* 


The following table summarizes the 
legislated consumer provisions that 
the Agency administers, and the types of 
federally regulated financial institutions 


that each provision affects. 


Trust and Loan Insurance 
Banks Companies Companies 


x ~ KX KX MK 


Consumer's right to close a retail deposit account that he or she opened by phone, 
without charge after 14 days of having opened the account 


Prohibition on charging for cashing government cheques 


Obligation of institutions to cash government cheques under $1,500, 


as specified by regulation (not in effect) 


Requirement for institutions to provide notice before closing a retail branch Xx Xx 


Requirement for large institutions (with equity of $1 billion or more) 


to file public accountability statements 


Requirement for institutions to set up complaint procedures and to file 


a copy of those procedures with the FCAC 


Requirement for institutions to join a complaint resolution organization 
Restriction on institutions concerning coercive tied selling 


Requirement to provide notice when deposits not CDIC-insured 


Consumers’ right to prepay loans 


x KK KX K 


- TS 
Requirement for institutions to inform consumers about the FCAC when 


their complaint involves a consumer provision 


*A Memorandum of Understanding between the Government of Canada and the major banks is in place to offer low-cost accounts. 


Other Provisions 


x Xx 


Requirement for the FCAC to monitor financial institutions’ codes of conduct 
and public commitments (such as codes dealing with debit cards and with 


small- and medium-sized businesses) 


Requirement for the FCAC to report annually, in aggregate form, 


on the number and types of complaints brought to its attention 


Requirement for institutions to provide information to the Commissioner 


Compliance examination and reporting 
Compliance agreements 


Assessments for funding the FCAC 


Designation of contraventions that are subject to administrative penalties 


x x 
x Xx 
Xx Xx 
Xx x 
Xx Xx 
x Xx 
x x 
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Appendix D: Status of Consumer Provision Regulations 


as of March 31, 2002 


Name of Regulation 

Cheque Holding Policy Disclosure (Banks) Regulations 

Complaint Information (Authorized Foreign Banks) Regulations 
Complaint Information (Banks) Regulations 

Complaint Information (Canadian Insurance Companies) Regulations 
Complaint Information (Foreign Insurance Companies) Regulations 
Complaint Information (Retail Associations) Regulations 
Complaint Information (Trust and Loan Companies) Regulations 
Cost of Borrowing (Authorized Foreign Banks) Regulations 

Cost of Borrowing (Banks) Regulations 

Cost of Borrowing (Canadian Insurance Companies) Regulations 
Cost of Borrowing (Foreign Insurance Companies) Regulations 
Cost of Borrowing (Retail Associations) Regulations 

Cost of Borrowing (Trust and Loan Companies) Regulations 
Disclosure of Charges (Authorized Foreign Banks) Regulations 
Disclosure of Charges (Banks) Regulations 

Disclosure of Charges (Retail Associations) Regulations 


Disclosure of Interest (Authorized Foreign Banks) Regulations 
Disclosure of Interest (Banks) Regulations 


Disclosure of Interest (Retail Associations) Regulations 


Disclosure of Interest (Trust and Loan Companies) Regulations 


Disclosure on Account Opening by Telephone Request (Authorized Foreign Banks) Regulations 
Disclosure on Account Opening by Telephone Request (Banks) Regulations 

Disclosure on Account Opening by Telephone Request (Retail Associations) Regulations 
Disclosure on Account Opening by Telephone Request (Trust and Loan Companies) Regulations 
Financial Consumer Agency of Canada Assessment of Financial Institutions Regulations 
Financial Consumer Agency of Canada Designated Violations Regulations 


Index-linked Deposits Interest Disclosure Regulations 


Notice of Branch Closure (Banks) Regulations 
Notice of Branch Closure (Cooperative Credit Associations) Regulations 
Notice of Branch Closure (Trust and Loan Companies) Regulations 


Public Accountability Statements (Banks, Insurance Companies, Trust and Loan Companies) Regulations 


Status 


In force 
In force 
In force 
In force 
In force 
In force 
In force 
In force 
In force 
In force 
In force 
Pending 
In force 
In force 
In force 
Pending 


In force 


In force 


Pending 


In force 


In force 
In force 
Pending 
In force 
In force 
In force 


Pending 


In force 
In force 
In force 


In force 


Reference Number _ 
SOR/DORS/2002-39 
SOR/DORS/2001-370_ 
SOR/DORS/2001-371 
SOR/DORS/2001-373 
SOR/DORS/2001-372 
SOR/DORS/2001-374 
SOR/DORS/2001-375 
SOR/DORS/1999-277 
SOR/DORS/2001-101 
SOR/DORS/2001-102 
SOR/DORS/2001-103 


SOR/DORS/2001-104 
SOR/DORS/99-278 
SOR/DORS/92-324 


SOR/DORS/1999-272, 
as amended by 
SOR/DORS/2001-468 


SOR/DORS/1992-321, 
as amended by 
SOR/DORS/2001-469 


SOR/DORS/1992-322, 
as amended by 
SOR/DORS/2001-470 


SOR/DORS/2001-471 
SOR/DORS/2001-472 


SOR/DORS/2001-473 
SOR/DORS/2001-474 
SOR/DORS/2002-101 


SOR/DORS/2002-102 
(as of March 31, 2002) 


SOR/DORS/2002-104 
SOR/DORS/2002-105 
SOR/DORS/2002-106 
SOR/DORS/2002-133 
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Appendix E: Complaint Handling Process — Federally 
Regulated Financial Institutions (FRFls): A Generic Example 


Consumer complaint received at initial level of complaint review process. 
Complainant provided complaint brochure with information on how to contact FCAC. 


Unrasotved| |e Client problem resolved 


Complainant referred from initial level for review; FRFI identifies whether it involves 
o a potential consumer provision complaint. If so, also refers compliance issues to FCAC. 


| 
FCAC receives Complaint Summary Eg had Ly ee Client problem resolved 
Report within 60 days of being 


‘referred to the next step from the 
initial level. | 


See Appendix B. 


if 
| 
i 
| 


Referred to financial institution ombudsservice, if applicable. 
| 


Unresolved ————_ Client problem resolved 


Third-party dispute resolution mechanism. Complaint decision finalized for the client. 
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Financial information 


Financial highlights 

Since the Financial Consumer Agency of 
Canada is a new agency that began 
operations on October 24, 2001, the 
following financial statements represent 
approximately six months of operations, 
for the fiscal year 2001-02. 

The FCAC is funded entirely by 
assessments paid by federally regulated 
financial institutions. Since most of the 
consumer provisions that the Agency 
oversees relate to banks, banks are 
assessed more than 90 per cent of the 
Agency’s costs. This is consistent with the 
fact that 90 per cent of the FCAC’s 
workload originated from complaints by 
bank customers. 

In establishing the FCAC, steps were 
taken to minimize costs by contracting 
out services that would be expensive for a 
small agency to house internally. 
Therefore, partnerships were formed to 
enable the provision of the following 


services by other organizations: 


¢ Human resources and financial 
administrative services were 
contracted out to the Office of the 

Superintendent of Financial 

Institutions (OSFI). 

¢ Informatics and communication 
services were contracted out to Public 

Works and Government Services 

Canada (PWGSC). 

¢ The call centre (Consumer Contact 

Centre) management was contracted 

out to the Canada Deposit Insurance 

Corporation (CDIC). 

‘These partners have proven 
experience in providing quality services. 
By working with OSFI and CDIC, the 
FCAC is also able to benefit from their 
knowledge and experience in dealing with 
the financial sector — whether this 
involves having access to experienced call 
centre personnel or making use of 
established databases to calculate 
assessments. 

As we move forward, we will continue 
to ensure the effective use of our financial 
resources, to fulfil our mandate to protect 


and educate Canadian financial consumers. 
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Management responsibility for financial statements 

Responsibility for the integrity and objectivity of the accompanying financial statements 
and the consistency with all other information contained in this annual report rests with 
the management of the Financial Consumer Agency of Canada (FCAC). 

These financial statements, which include amounts based on management’s best 
estimates as determined through experience and judgment, have been prepared in 
accordance with Canadian generally accepted accounting principles. Management has 
developed and maintained books of accounts, records, internal controls, management 
practices, and information systems designed to provide reasonable assurance that assets 
are safeguarded and controlled, resources are managed economically and efficiently in 
the attainment of corporate objectives, and that transactions are in accordance with the 
Financial Administration Act and regulations as well as FCAC policies and statutory 


requirements. 


NW : 


William G. Knight Jim Callon 
Commissioner, Deputy Commissioner, 
Financial Consumer Agency of Canada Financial Consumer Agency of Canada 


Ottawa, Canada 
July 22, 2002 
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Statement of Financial Position 


As at March 31 (unaudited) 


2002 
ASSETS 
Current 
Cash Entitlement $ 4,507,326 
Outstanding Assessments 6,829,109 
Other Assets 31376 
Capital Assets (note 5) 719,088 
Total Assets $ 12,086,899 
LIABILITIES 
Current Liabilities 
Accounts Payable and Accrued Liabilities (note 6, 7) $ 1,289,067 
Unearned Revenue 3,690,589 
Loan Payable (note 6) 7,000,000 
Employee Future Benefits 107,243 
Total Liabilities $ 12,086,899 


Equity of Canada -- 
TOTAL LIABILITIES AND EQUITY OF CANADA $ 12,086,899 


Commitments (note 8) 


Approved by: 


ae ae 7 >. S SN 
Ne > SN ; ( ‘ ) Bh co a 
‘ SNS ON IN \ Yesth 
William G. Knight \ > 


~— 
Commissioner, Financial Consumer Agency of Canada 


The accompanying notes are an integral part of these Financial Statements. 
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Statement of Operations and Equity of Canada 


For the year ended March 31 (unaudited) 


2002 

REVENUE 

Assessments a Te 
Total Revenue 3) PO I a 
EXPENSES 

Salaries and Benefits (note 4) 988,914 
Provision for Employee Future Benefits 107,243 
IM/IT Costs (note 7) 834,796 
Professional Services (note 7) 621,394 
Accommodation (note 7, 8) SM 1535) 
Administration 223,290 
Total Expenses 3,297,772 
Net Operating Results $ — 


EQUITY OF CANADA 
Equity of Canada, Beginning of Year oo 
Equity of Canada, End of Year $ — 


The accompanying notes are an integral part of these Financial Statements. 
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Statement of Cash Flow 


For the year ended March 31 (unaudited) 


2002 
OPERATING ACTIVITIES 
Net Operating Results $ — 
Non-cash items included in net operating results . 
Amortization of Capital Assets 58,468 
Accrued Severance 107,243 
Changes in working capital 
Increase in Outstanding Assessments (6,829,109) 
Increase in Other Assets (31,376) 
Increase in Accounts Payable and Accrued Liabilities 1,289,067 
Increase in Unearned Revenue 3,690,589 
Cash Flow provided by Operating Activities GIR ae tks) 
INVESTING ACTIVITIES 
Acquisition of Capital Assets (777,556) 
Cash Flows provided by Investing Activities (777,556) 
FINANCING ACTIVITIES 
New Borrowings during the year 7,000,000 
Cash Flows provided by Financing Activities 7,000,000 
CASH ENTITLEMENT 
Increase during the year 4,507,326 
Balance, Beginning of Year a 
Balance, End of Year $ 4,507,326 


The accompanying notes are an integral part of these Financial Statements. 
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Notes to the Financial Statements 


For the year ended March 31, 2002 (unaudited) 


1. Authority and Objectives 
On October 24, 2001, the Financial Consumer Agency of Canada Act (FCAC Act) was 
proclaimed into force establishing the Financial Consumer Agency of Canada (FCAC 
or the Agency). The Financial Consumer Agency of Canada is responsible for 
strengthening the oversight of consumer protection measures in the federally regulated 
financial sector and for expanding consumer education activities. The Agency is a 
department of the Government of Canada and 1s listed in schedule 1.1 of the Financial 
Administration Act. 
FCAC’s mandate is specifically set out in the Financial Consumer Agency of Canada 
Act; it must: 
a) supervise financial institutions to determine whether they are in 
compliance with the consumer provisions applicable to them 
b) promote the adoption by financial institutions of policies and procedures 
to implement consumer provisions applicable to them 
c) monitor the implementation of financial institutions’ publicly available 
voluntary codes of conduct that are designed to protect the interests of 
their customers, and monitor any public commitments made by financial 
institutions to protect the interests of their customers 


d) promote consumer awareness about the obligations of financial institutions 


— 


under consumer provisions applicable to them, and 

e) foster an understanding of financial services and issues relating to financial 
services, in co-operation with any department, agency or agency 
corporation of the Government of Canada or of a province, financial 
institutions and consumer and other organizations. 

Section 18(3) of the FCAC Act provides that the Agency’s costs of operations are to 
be assessed to the industry. FCAC’s operations are entirely funded through this 
process. No annual parliamentary appropriations are received by the Agency and the 
Government of Canada made no initial investment in the Agency at start-up. 

FCAC assessment revenues are charged in accordance with the Financial Consumer 
Agency of Canada Assessment of Financial Institutions Regulations, which outline the 
methodology used to determine each institution’s assessment. 

The Agency manages its working capital requirements by borrowing funds as 
authorized under Section 13.1 of the FCAC Act. 
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2. Summary of Significant Accounting Policies 


(a) Basis of Presentation 

These financial statements have been prepared in accordance with Canadian generally 
accepted accounting principles. Readers of these statements are cautioned that these 
statements include assets and liabilities, together with expenses, which are not 
commonly recorded at the departmental level at this time. The introduction of accrual 
accounting at the department level is evolutionary; however, since the Agency is 
entirely dependent on its assessments of financial institutions to fund its costs of 
operations, all costs, including those in relation to employee future benefits, as well as 
cash collected from regulated financial institutions, are recorded and presented in the 


Agency’s departmental statements. 


(b) Revenue Recognition 

FCAC matches its revenue to its operating costs and any assessments that have been 
billed and for which costs have not been incurred are classified as current liabilities 
(unearned revenue) on the statement of financial position. 

Assessments are billed annually based on an estimate of the current fiscal year’s 
costs of operations together with an accounting of the previous year’s assessed costs 
against actual costs incurred. This assessment process occurs before December 31 in 
each year in accordance with Section 18(1) of the FCAC Act. As a result, at March 31 
of each year, amounts may have been collected in advance of the incurrence of costs or, 


alternatively, funds may be owed to the Agency to defray its costs of operation. 


(c) Employee Future Benefits 
(i) Pension Benefits 
FCAC% eligible employees participate in the Public Service Superannuation Plan 
(the Plan) administered by the Government of Canada. Both employees and 
FCAC contribute to the cost of the Plan. The Agency’s contribution amount is 
currently based on a multiple of employees’ required contributions, and may 
change over time depending on the experience of the Plan. These contributions 
represent the total pension obligations of the Agency and are charged to 
operations on a current basis. FCAC is not required under present legislation to 


make contributions with respect to any actuarial deficiencies of the Plan. 


page 44 Financial Consumer Agency of Canada 


(ii) Severance Benefits 

On termination of employment, employees are entitled to certain benefits 
provided for under their conditions of employment through a severance benefits 
plan. The cost of these benefits is actuarially determined and is accrued as 
employees render their services necessary to earn severance benefits. 

The cost of the severance benefits is actuarially determined using the 
projected benefit method prorated on services. The valuation of the liability is 
based upon a current market discount rate and other actuarial assumptions which 
represent management’s best long-term estimates of factors such as future wage 


increases and employee resignation rates. 


(d) Cash Entitlement 

The Financial Consumer Agency of Canada does not deposit cash and issue cheques 
from its own bank account. The financial transactions of the Agency are processed 
through the Consolidated Revenue Fund, a banking facility administered by the 
Receiver General for Canada. FCAC’s cash entitlement represents the amount the 
Agency is entitled to withdraw from the CRF without further authority. This amount 


does not earn interest. 


(e) Outstanding Assessments 
Assessments receivable are stated at amounts expected to be ultimately realized and 


represent a debt due to Her Majesty. 


(f) Capital Assets 
All capital assets are initially recorded at acquisition cost. Amortization of capital assets 


is calculated on a straight-line basis over the estimated useful life of the asset as follows: 


Asset Class Amortization period 

Office equipment 4 years 

Furniture and fixtures * 7 years 

Informatics hardware 3 years 

Informatics software 5 years 

Leasehold improvements lesser of useful life or term of the lease 
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3. Measurement uncertainty 

The preparation of financial statements requires management to make estimates and_ 
assumptions that affect the reported amounts of assets, liabilities, revenues and expenses 
reported in the financial statements. At the time of preparation of these statements, 
management believes the estimates and assumptions to be reasonable. The most 
significant item involving the use of estimates and assumptions is the Agency’s allowance 


for Employee Future Benefits. This liability was actuarially determined. 


4. Benefits 

FCAC recognized benefit costs in the amount of $148,642 during the year in respect of 
employee benefits using a contribution rate of approximately 27 per cent. The majority 
of this amount was in respect of pension benefits for employee participation in the 


Public Service Superannuation Plan. 


5. Capital Assets 


Opening Closing 

Opening Accumulated Amortization Accumulated Closing 
Category Balance Additions Amortization Expense Amortization _ Balance 
Leasehold improvements ey OlkOne, — § 33.808 $ 33/898 ah 327.196 
Furniture and fixtures = 362,907 = 21,602 21,602 341,305 
Office equipment — 36,845 — 1,198 1,198 35,647 
Informatics Hardware = 7,650 = 1,062 1,062 6,588 
Informatics Software — 8,500 = 708 708 7,792 
Total — $777,556 — §$ 58,468 $ 58,468 $719,088 


6. Loan Payable 
FCAC funded its ongoing operations with cash received from the Consolidated Revenue 
Fund under a six-month borrowing agreement with the Department of Finance. The 


terms and conditions of the loan agreement are as follows: 


Principal amount: $7,000,000 
Maturity date: May 19, 2002 
Interest rate: 2.39% 


Interest is due upon maturity and is recorded in Accounts Payable and Accrued 
Liabilities. 
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7. Related party transactions 
FCAC is related in terms of common ownership to all Government of Canada 
departments, and Crown Corporations. The Agency has entered into service agreements 
with several departments and one Crown Corporation to supply key services to the 
Agency and its staff in carrying out its mandate. FCAC currently works with the 
following partners: 

¢ Public Works and Government Services Canada (PWGSC) 

* Canada Deposit Insurance Corporation (CDIC) 

¢ The Office of the Superintendent of Financial Institutions (OSFT) 

FCAC also enters into transactions with additional government entities in the 
normal course of business and on normal trade terms applicable to all individuals and 
enterprises. The details of these transactions are not set out below. 

The following table summarizes the impact of the Agency’s significant related party 
transactions for the year on total expenses. These transactions are measured at the 
exchange amount, which is the amount of consideration established and agreed to by the 


related parties. 


Expenses 2002 

PWGSC — Informatics and Communication Services $ 700,000 
PWGSC — Accommodation $ 450,849 
CDIC — Call Centre Administration $ 134,576 
OSFI — Human Resources Services $182,131 
OSFI — Financial Services S: 53,287 


At the end of the year, amounts due to the above related parties are as follows: 


Accounts Payable 2002 

PWGSC _ — Informatics and Communication Services $ 700,000 
PWGSC — Accommodation — 
CDIC — Call Centre Administration $ 66,307 
OSFI — Human Resources Services — 
OSFI — Financial Services — 
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8. Commitments 
Future minimum lease payments for the remaining term of the Agency’s lease for office 


space are outlined below. 
a 


Year ending March 31 Amount 
2003 $ 284,793 
2004 $ 284,793 
2005 $ 284,793 
2006 $ 284,793 


i nn ee UEE EEE EEUU EEE EEE EEE 


9. Comparative Figures 
Fiscal year 2001-02 represents the Agency’s first year of operations. As a result, no 


comparative figures are presented. 


page 48 ° Financial Consumer Agency of Canada 


epeued np dasainueuly asaizew Ua Uo!ZeWIWIOSUOD ej ap adUabY e gy abed 


‘aaneieduioo sduUOp suNINe 93sTx9,uU [I Guanbasuos 
Ivgq ‘ouasy,] op sawanoe.p s9uur osarutaid ey aguasaidas 7QQ7-[ NNT 991010x9/T 


: sanizesedwod saauu0g °*6 
$ £64 $87 9007 
$ £62 $87 SOOT 
$ £64 787 bOOC 
$ £62 P87 £00 
que UO SIVUI [ ¢ I] QUIULIO} 901IDIOXY 


: syuBarns say JuOs smnbes surnuururur syusurored 
sa] ‘souasy,] ap xnvaing & XNeIO] Sap UONLIOT 9p 1e.QUOD Np UONRIIdxa | & IOI. 
sjyuewaebebug ‘8 


Ly eBed » epeues np asaiueuy asaizew! Ua UOJJELIWIOSUOD e| ep aoueby 


— STOTOURUY SIDTATIS — HIS 
— souTeuIny SQDINOSSII Ud SIDTAIIS => HIS 
$ LOE 99 sjedde,p anuas np uonses) — OCS 


aes ADVIOT — DOSAL 


¢ 000 DOL UORvotuNUTUIOD ap Jo onbNeUWTOFUT.p I1QHUT U9 S9dTAIBS — DOSd.L 


Z007 SINaUPIID 


: SJUBAINS Sd] 
juos ssauuonuatusns saajuaredde soynus xne snp syurjUOUT say ‘aauUR | op UY e&] V 


¢ 187 €S siaIoURUY S9dIAIN§S —  AIS_ 
¢ I€T 781 souTeUUNY SddINOSsas UD S9TIAIODG — AIST 
OLS $61 sjadde,p anues np uonsesy) — OdVS 
$ 6b8 OSb ee Oo) adel 


$ 000 OOL UONBOTUNUTULOD Ip 1d anbneulloyur,p dIINPUL Ud SO9STATOS — *)F)Sd LL 


COOC sosusdaq 


‘sooquosedde saigue soy 
ied anuaauod ja aryqeie anseda.nuos ke] arip-k-3s9,9 ‘asuvyog,p Maye ey saide.p saginsaut 
juos suonesado savy *sajeq01 sasuadap say Ins sauuey mod s.uesy,] ap seajuaiedde 
spyqua o.qua sajuvisodunt suonesado sap souapiour,| ouunsas jms mb nesyqei aT 
“snossap-19 saaT[ie1ap 
sed quos ou suonesado savy ‘sastada.nua say soqno} & 39 sJotpnonsed say sno} ev yuanbrydde_s 
Inb sayjansn soyvIO1IUUIOD SUONIPUOD Sa] UOTAS 19 S9ILATOK Sas ap [EUIOU SINOD a] suLp 
JUDUIIUIIANOS Np sainua sazne.p saave suoNesado sop onqo0Ff9 DAOY,| ‘e-4no uq 
‘(AISq) SosgIoueuy SUONNINSUI sop JULpUSIULINs Np nvsINg e 
‘(OCYS) epeury np siodap-aouesnsse.p 919190S e 
(DDSd_L) epeury xneqUITMIAUIAANOS SadIAIIG 9 solpqnd xneariy, e 
: SAIULAINS S9IMUA Sd] 
DAR JTPCAL DAOY,| Apfanqor oinayy y ‘Jepueur smog sydurea mod urosaq quo jauuos.iod 
UOS 19 aT[a JUOp sjuRJodunt SADIAIAS Sap JTuaqo 1nod 3kIqY],p 939190s 9uUN 39 $9.19}STUTL 
sindisnyd ddav JOIAIOS OP SUONUAAUOD Sap NJOUOD & souasyq ‘epeueD Np JUsUIAUIAANOS 
Dp 1IG.P SaIV!90s Io sosgasturut sa] snoy ev euNUTUTOD g19TIdoAd red a91] 189 DHOW A 
saajuasedde sazizua a4}U9 suoizesado °7 


epeues np asginueuly asaijzeu Ua UOIZEWIWIOSUOD e] ap aDUaBY e gy abed 


‘roded & sasieyo sap 19 simaqtparo 
saiduioo sap 3.0 ne gstiqeiduros 3s9 JI 39 DoURDYDI,p aIep LT & I[GLBIXa Sd JOIOIUT/T 


O01 “4 6¢°Z : 979]UTp xney, 
ZOOZ FUE G] | BoULYDa,p aIeq 
$ 000 000 Z : pediourig 


: SJULAINS SUONIPUOD sap suseduIODIe,s 
gid ap ps10d9e/] “S9OULUTLY SOP d19ISTUTUN 9] 9dAv STOW! XIS ap oid ap psooo9e UN,p NIIdA 
ud JOSa1y, Np JueUdAOId spuo} op UdAOU Ne sajURINOD suONesadoO sas doURUY & DYOV] 


a/q!Bixe Ja4d “9 


$880 61L $89r8S  $89r8S  — $9SS LLL — [M01 
760 L 80. 80 = i. = S[9191307] 
88s 9 790 | 790 I = cf anbneuropur auigneyy 
49 S¢ S61 I 861 | =e $89 = neaing ap [Ley 
SOL Ite 209 12 AC 10679 = — SauTOSSAOIR 10 JOITIGOY| 

GOSLLTE $B6REE $868EE — SED 196 9 — SaA;9v90] SUOMRIOT>UY 
JIT IW} dIMIULTOf JUSW9SSHIOWL dJMJIANO p synoly dIMIOANO Pp aJ0sae7) 
op opfos op 9AM asiey) NUN apfOs 

JUOUASsnIOWY JUAWAssHIOWUY 


SUOI}ESI|IGOWIW] *G 


‘anbiyqnd 

UONDUO}J | ap ayte.01 ap uOIsued ap aumtsay ne sadojdusa sap uonedionied ey op 3.00 

ne uorsuad ap suoneisoid xne ainsour asivy oun suep qeasoddes as yueiuoU! 97+) “QQT “d LZ 
justwaaneurxoidde,p Uonesnos ap xne} UN Ins sapuo} xNVIDOs sadejuRAR Sap isa Mb 99 
Inod s9uur,| JuRINp ¢ Z49 by dp IULIUOU UN_pP xNvIDOS sasvIURAR Sop 9]kISUOD & DAOVA 
xneisos sobeiueay “pv 


‘Jolsengoe Noyes sed duruttajgp aio v Jissed ap JuduIg[9 Jad “smMaNy 

xNeI90s sasviuear say Inod souasy,] op uorsraosd vy iso sasgupoddy sap 39 SUOMeUINS| sap 
asijan uo janbay «nod jueiodur snyd ay aasod arq “sayqeuuostes yuarey9 saseyjodAy so] 

ja suonevurnss say onb yWesapisuos uONsaIp ke] ‘stoIURUY seg sjuas9id sap uoNesedaid 
v] op JUaWOU Ny ‘sialoURUY siz19 sa] suep sonbrpur sasuadgp sap 9 sayede sap ‘syissed 
sap ‘spov sap sarepoap syuURIUOUT Say IMs ddUapIOUT oUN JuRAR sasauodAy sap a[NULIOF Jo 
sUONLUINS Sap assi]qeid a[jo,nb uoMsesp ek] ap a8rxa sso1oueUy sivi9 sap uoNnesedaid ey 
uolenjera,| ap apnzpeou] *¢ 


Sp ebed « epeues np asaloueuly asaizeur Ue UOJZEUIWIOSUOD e| ap aoueby 


EEUU UES UES EEE UE 


[req np aginp e| 


ap No ayAN ata ap aginp k| ap eapurows SAANLIO] SUONRIOI[IUTY 
sue ¢ S[OIDISO'T 

sue ¢ anbneurojsur paraieyy 

sue / SOITOSSIINE 19 IOT[IGO|\ 

sue + nevaing ap [aLiaieyy 

JUDUTASSHAOUIL Pp IPOLIag SUODLSI[IGOUIUT,p 9110991") 


: JURATNS UOSRY kT Op ‘Joep SJUSUII[9 Sop PANLUISa ITN IA op 991Np kT 


INS 9[vI9 19 VITKIUT] PPOIPIU 9UN UOTAS 9[NITed Isa SUONKST[IGOUIUIT sop JUSIassH.1OUeT 


‘uontsmmboe p ynoo ne JUIUIATeNTUT ssast{Iqraduroo JUOS SUONeSTIGOUTUT! Soy SAINOT, 
suolzesiiqouu] (4 


‘aysalepy &S ap aouvaID suN JUa}Uasaided sata Jo JUDTHAINILI9I[N. 
SaST[ad 9.199 JURASP SJULIUOUL dp 3.190 & SdIAOSUI JUOS ITOAIIAI & SUONSNOD So"T 


seaAedui suoijzesizo> (2 


‘sjoraqurp sed ympod ou JueqUOUT a+ “UOneRSTIOINL 


one sues JOSoLyT Np JoMet ap OIp 9] eB a0uasV | anb JuejUOUT 9] quajuasaidas Selo wall 


ap sajqruodsip saupmbry sary ‘epeued np yer9uas amaaaoei a] Jed oasruruupe asreourq 


S01A19$ uN “osaiy, np uaskour ne saanqoayya JUOS aUaSY,| op Solgioueuy suonrasdo sa] 


‘I9-mjao ans sanbayo ap sed 919 ou 39 arredueq aidu09 a1do1d wos suep s}Uatassieoue 


So] sed asodap ou Bpeue™) np dtJotoueuy d1IHeul Usd uUOneUIUTOSUOD | 3p s0uasy/] 
sajqiuodsip saypinbry (p 


‘soAo] dua sap UOTSSTUap 


ap XN J] Jo SayRLALpLS SUONLIUVIUSNe SoIN{Ny So] PUTUIOD SINajoeF Sap JULUIIDUOD 
UONIILIP LT 9p JULIA} SUOT & SUONRLUINSD saINaT[IAUr say JUajUasa1dar1 mb saypatengjoe 
sasoyjoddy sa.yne,p 39 WURINOD UONKSTPeENIoe,p xNeI UN IMs s9puo} Isa syissed sap 
uoneNyead/] “SadTAras sap vaevsoid ne suoneiseid sap uonnsedgs ap apoyreut e] ap 
apie | & fatengoe poyeo sed 1qeas isa 1ojdwia.p uy sp suoneysoid sap INOd a7] 
‘roydura.p uy 
ap suonejsaid sap & orp a] JUasanboe sadojdurs say onb ornsaur & gNUMIIe Isa 
[E49 Jatrengoe noes sed 1qeia isa suoneasasd sap inod a’T ‘1o;durs,p suonrpuos 
SIN] & USUTIIOFUOD suONe said souTelI99 & WOIp JUO sadoydura say ‘Uy pudsid 
1ojdura nay onbsso0y ‘toydura,p uy ap suoneisoid op ourrdar uN.p s1peo a] sue 
lojdwia,p uly ap suolzezsald (II 


epeues np eiajoueul aiaizeus Ua UO!}EWIWIOSUOD ej ap adUaby « py abed 


“SUILSAY NP alsenqorx WOYEp oy Jo;quioo 
Inod suonrsnod sap jasiaa ap onuay sed 4soU DADYV,] MensIA us soaneysisoy 
suontsodsip sap njiea uy ‘suonesado xne saaindun UsUTUTe.MOD 1UOS saq]a 1a 
d0udSV,] op uorsuad ap outd91 np aN ne spenjoesUOd syUaWaseSUd sap [kI0} 
a| JuajUasgida1 sUONRSNOD sory ‘auITsDY Np UONNTOAI,| ap UONsuO}J ua sduray np 
[y ne Jasuvyp ynod JueWOUT 39 ‘saAo]durs say Jas19A uUdATOp anb suoNesNod sap 
9]dnynur un ns 9puoj} WUSUIATJaNIOe Jsd BDUISY,] Op UONNGLNQUOD ey op JULIUOUI 
YT] ‘OUILGaY Np Nod 9] JuUSUINSse_DDV,J enb sadojdura say yuey, ‘epeued 
Np JuswsuIIANOS 9] Jed 9198 (ouTsay oy) onbryqnd uonsuo} ey ap ouenes 
ap uorsuad ap sulisay Ne JUSNGLNUOS D.4DYV,] ep sepqissrurpe saAojdura say 
d}/241}91 Aap SUO!}EISAI_ (I 

sanynj xneisos sabequeny (2 


‘uoneo;dxa,p synod sas 
ap JoAvyap ev] Inod sduesy_] & snp 2.N9 Jusanoed spuo} say uaurazNe ‘no sasuadap sap 
juswasedua | JueAe sndsod 939 1OAe JUdANAd sjURJUOUT Say ‘saUUR anbeYp ap seu T¢ ne 
uonbgsuos 1eg ‘QYOK. 4s 10T e] op ({)g] sydessesed ne yuawaus0yuoS aouue onbeyo 
ap sIqUId.Ep | ¢ I] JURA B[NOJOp 9s UONEN]eAD 99997) “sasesua sjaai synod xne j10ddes 
Jed ajuapaseid sauue| SanyeAd SINOD sap 319 UN Jd SINOD Ud 9919.19x9,] ap UONeO[dxa,p 
sINOd sap UONeUINSS uN side p sauuK anbeyo soainjory JUOS SUONRSNOD Sa‘T 
‘Q1QIOURUY UONRNUS ek] op 3¥I9,] IMs (sduRAR.p astIqeaduros yMposd) suLI193 14N0d & syIssed 
Sap 3.119 ne soyJOsut UOs ‘9sedud 939 &U NOD UNONe sayjonbsop psesos ne 3d ‘soaMIDe} 
919 uo Inb suonesnod say Ja UONeWO]dx9,p sinoo sap saqjasdeI sas ayooddes DADV 
$9}}9201 Sap uolzesijiqexdwos (q 


‘20098, 

dP S[aliaysturur s}eI9 Sa] SuLp spquaso.d yo sasiptqviduod JUOs ‘sag UIUIA]s91 Sa1gIOULUY 
suonningsul sap seidne siyfrondas sadedsa ua sjueUOU Sa] 3a ‘saAo;duo sap sanqny xneIoos 
SaseIURAR SOP INOd 9] stIduros A ‘sjnod say sno ‘suoNesado sas 199UeUY IMod sosgIOURUY 
SUONNINSUI Sap SUORSNOD sop sITKINGL JUSUIdIaNUA Isa doUASY,| anb guUOp UeID 
‘slojamnoy, ‘FANOAs susurousyd un Jsoa jarsoisTUTUT NvdATU Ne ddIDIAXA,p dIT[IqeIduIOD e| 
op uoneINesUIT ‘[oLJaIsTUTUT Neaatu ne sastiqeiduros JUdUTUTe.MOD sed jUOS 9U JUDO 
a] snod mb ‘sasuadap sap onb tsure yissed ap 19 ynoe,p s]UsW[9 Sap JUONPOUT sJolOURUY 
s1vq9 say anb sanaqay say 1ruaAg1d suostsap snoNy ‘epeued ne snuuodes JUSUA[eAI9UDS 
saqraduros sadioursd xne yuaurauso0yuos soiedoid 939 UO SolOULUY $}vI9 Sa’T 
uoljewuaseid (e 


sajqezdwio> suolzuaAuod sajedisuiid sap auinsay ‘Z 


ev abed » epeues np aiaidueuyy aiaizew US UO!ZEUIWOSUOD e| OP aoueby 


HOV 1 ls wT ep op (eT oydeasesed ne sguuop uoHesioyne | & USUPUIOFUOD sSpuoy 
sap queyunsdurs Us JUDWa;NO ap SpUOF ap I1QHLUI UD SUTOSAaq Sas aia8 90UN3 V7] 
‘uonmnsur onbeys 
ap UOMesOS ky JoUTULIAIgp & Was nb apoypsut ek] sUOUD mb ‘(vpyuvy np asaiauvurf 
IAAIDUL Ud WOLIVULULOSUOI V1 ap AIA) SALMIUDUY, SUOLINILISUL SAP SUOLIYSIIOI Sa] ANS Juausapoay 
nv JUSUTIgUTIOFUOS sadindtut JUOS sUONeSNOD sap 310 DADY,{ anb saraI01 sar] 
“stnqap sas & 9DUISY,| 
suep yeotut JUIUTISSHSIAUT unoOne Ire} BU BpeUue™) np JUDUIOUIOANOS 9] aks) Jonuue 
aurequotueyied JIpatd UNINe WOSdt su ddUISY/T “UOSeF 91399 op sogoueUY JUsUII1QNUa 
UOS DADY,| ep suonesado sarT ‘suonesnos ap uadour ne souesy,] op suonesado 
sop N09 af souKUY sLNsNpur| aonb woOAsid DDK / Ms 107 B] OP (E)8T oydesdsesed oT 
*juaqioddeu A,s inb suoisanb sap ja ssaisueuly 
SaDIAJaS Sap UOIsSUaYyasdWOd e| ‘sa4zne NO sinazeWWOSUOD ap suo!esiueb10 
$a] }@ Sas1alUeUYY SUOI}NZYSU! Sa] ‘xNe!DUIAOId NO xnesapa} sawsiueB10 
NO sadieJepUeW $9}9IDOS ‘SaJazSIUIW SB] DAE UO!JEIOGe|JOD Ua ‘YaSIIOAe} (8 
‘SANDJEUILUOSUOD 
$a] }UeSIA sUuOIsOdsip xne saijjalnsse sa1alueUly SUOIZN}I}SU! 
xne sajqeaijdde suoiebijqo saj JueUsaUOD SANd}eWIWIOSUOD Sa] Jasi|iqisues (p 
-$}Udl|> 
sina] ap $}Q493U! Sa| 4aBayzo1d ap ana ua sasaloueUyy sUoI}ZN}YSUI Sa] 4ed slid 
soyqnd syuawabebua saj sa|jlaAins ya syUal]> Suna] ap s}Q493U! Sa] 1aBayo1d 
ap ana ua sasalnueuly SuO!}NzI}sSU! Sa] Jed sazdope juos Inb d1qnd ne 
S2|QISS92I9E SA1IEJUOJOA aJINPUO? AP SAPO? sap aJANs ua asiw e| JaI[!aAINS (> 
‘sajqeaijdde juos 
ina] inb sinayewWosuod sa} yUeSIA SUOIzSOdsIp Sa] a4ANe Ua d1}30W INOd 
sainparoid ap ya sanbizijod ap 19}0p as e sasadueUl} SUOI}NPZSU! SB] 4a}zDU! (q 
‘sajqeaydde yuos inaj inb sinayzeuuosuod saj juesIA suo!zsOodsip xne 
JUSWOJUOD as Sajja,nb sainsse,s 4nod sasgiueUly SUOIZNZYSU! Sa] AasIAJadns (e 
: SJUBAINS S]UdUTaTa Say pudstduOs 9 vpyUND np asatguUDUtf a.1a1.VUL 
Ud UOLIDULULOSUOD DI Ip Juan pf ANS 10°T vl suep QIUOUY ISO OuUoOWVel 3p Jepueul aT 
sanbygnd sasuvuy sap u0tjsas Vp Ans 10] k| ap |" exouUR,| & dINsy Jo eprued 
np JUOUIOUIOANOS np JUISTUL.B.IO un jso 20ua8V/] *SINOIVUTUTOSUOD sop uoneonps p 
SOUANOL So] JOYISIOAIp op auiqesuodsod ve] issne & I]]W “o[RAapa} UONLIUVOUI]B9I 
SNOS S1IIOULUY S2OIAIIS SAP 1N919AS a] SULP SINaJeUTUTOSUOD sap UONdaIo1d 
AP SOINSIUL S9p IULI[IAAINS ky J9dIOFUSI ap s9H.1vYo Iso epeueyD Np sigouURUYy agNeUl 
Ud UONUMUOSUOD ke] ap ddUadW/T ‘((edUNSY,| NO DAOYV) epeued np asgiouruy sgnew 
Ud UONLUIUIOSUOD Ly Ap soUasVW J JURNINSUOD ‘MoNBIA Ud 99-DUA 189 (QYPE. MS 107) 
YPVUD) NP asatIUDUL IAILIVUL Ud UOLIVULULOSUOI VI ap aIUABP.] ANS LOT RY “TOOT 9440100 $7 JT 


sjiq2a[qo yo Jepue|] *L 


(S8dIJ9A UOU) ZOOZT SIEW LE A] SUIS} B9/918Xx9,| INO 


SJBIDUBUL S}E}O xXNe SOLON 


epeuesd np siaioueuly asaizew Ua UO!}eEWILIOSUOD e| ap aDUabYy « zy abed 


swanubnuly syvja sap aqun.isaqun atzivd juof sajuasaf{y sajou say 


SCE WIC Y 


9CE LOS D 


000 000 Z£ 


000 000 Z 


(966 LLL) 
(966 LLL) 


(SIT STZ 1) 


685 069 € 
£90 687 I 
(OLE 1€) 

(601 678 9) 


€bc LOI 
89b 8S 


Me 


COOT 


9919.19X9,p UY Ud IPfOS 
I919.19X9,] Ip Ingop ne spjos 
aguur | Juepued uonEusUsNYy 


SATHINOdSIC SALIGINOIT 


JUVIUMTBIOULPUL IP SIAN Sop yueusAOId SpUO} IP SVI.DUIY 


J JUUP | quepuoed sjunsduro XNBIANO KT 


INAIAWAINVNIA 3d SALIAILIV 


JUIUTISSHSIAUT P SOUADIV SOP jyueussoi1d SpUuOJ IP SID.DUIY 


SUONPST/IQOUIUIT p UONTISIN boy 


LNAWASSILSAANI.G SALIAILIV 


uoneWoTdxs,p sauwayor sop JuvusAOId spuoj ap s99.0Udy 
sourar p astiqeaduros ynpo.d — assnep{ 
Johed & sas.ivyo 1a simaypesio — assney{ 
Jov, p siusUrsya sazrne — assnefp{ 
soodeduit suonesnoos — ossne}{ 
JUIUII|NOI 9p spuo; nv s}usuIaSULYyD 
saaieisuoo yedap ap saiuUepuyT 


SUONPST|IQOUTUIT Sop JUIUTISSHIOUTY’ 


sjou voNeNO[dx9,p sieINs91 sa] suep sLiduroOd assivo s1OY $3ISOg 


sJou uoneqrojdxa,p SJPINSIY 


NOILVLIO1dX4,0 SALIAILIV 


(QA UOU) SEW LE a] PU|Wa} Bd/D1EXa,| INO 


911910894} Op XNjj SOP 7e33 


Ly Ged e epeues np asainueuy asaizew Ua UO!ZeEUULIOSUOD B| ep aoueby 


‘swanupuy sqvja sap aqupasaqun atwnd quof saquasaffy sajou sa] 


woe 129 
96L P£8 
evc LOT 
F16 886 


CLELOC € 


SCLueLoe © 


cOOT 


99ID19OX9,p Uf Us Bepeue’) np JIOAV, 
IITIDIOX9 | 9p Jngqop ne epeue’) np OAV 


VGVNV) Nd YIOAV 


sjou uoneNOdxap sieqnsay 

saye10} sasuadaq 

UOne.NSIUTLUIpY 

(g 39 / sa}0u) XNRIO7T 

({ aiou) sauUOtssayoid SadTAIAS 

({ 200) UONRUIOJUT,] AP ALGOTOUYIEI 19 UOTS9+) 
sungny xnvIOOs sasejuRAe Inod UOIsIAoIg 

(f 210U) XNLIDOS SAGLIULAR Id SAILS 


SaSN4d]3qd 


S9TPIO} SONIDIIY 
SUONPSTO™) 


SaLL]3944 


(@YUSA UOU) SIEL | E 8] SUILIS} 891DJ8xA,| INOg 


epeues Np JIOAe,| ap ja $}e}jNSa1 sap }e}y 


epeues np aiaidueuly aiaizew Usa UOo!ZeWIWIOSUOD e| ap edUaby « Oy abed 


suatuvUuYy siya sap ajunssaqut arzsvd quof soquasaffy saqou sa’T 


ERAN 8 DoE SMUG Ph OLEH Mee) Wey abun eS Ute Safe)! s0uUasV ‘dITeSSTUTUIO7) 
WSU “HURT AA 


RUNG 


: Jed sanoiddy 


(g aiou) s}UTASRSUY 


$ 66898071 « VWOWNW2 NG YIOAV.1 3G 1a S4ISSVd S30 IVIOL 
mer epeuey np 10Ay 
$ 668 980 ZI sjissed sap [v0], 
tbc LOT sInjny xnvis0s sasvjuRAy 
000 000 2 (9 OU) I[GLBIXS IOIg 
68S 069 € sourae p astiqeiduroo ynpolg 
$ £90 687 I (Z 39 9 soiou) Jaded & sadseYo Jo SIMDIUpIID 
JULI} JINOD & SJIsseg 
: sdissvwd 
880 61 (¢ 20u) sUODKSTTIqourmy 
yes ts yoe.p sludUWsTa sonny 
601 678 9 soodedun suonesnor) 
$ 9CE LOS F sa,qruodsip saupmbry 
JULI9} JANOS & SFQOW 
SdILIDV 
cO0C 


(SBA UOU) sew LE NY 


s49IDueUl} UOIPEN}IS eC] 9p | 


6¢ e6ed « epeues np asaiueuy auaew ua UO!ZeWIWOSUOD e| ap e2uaby 


CO0C 2-1! ZC I 
A (epeurr)) eMenEO 


TYSTUYY “HY CARTE, 


Sie NN 


uoT[eD un 


es 
‘epeury) Np s1gIoURUY dINeUl ‘epeuey op aigioueruy o1aneul 
Ud UONLUMUOSUOD BI Aap dUASY,| Ud UONRUILTOSUOD BI Ap dDUdSY | 
dp durolpe a11essTurUtOd oT OP IITBSSTUTUIOD OT 


‘OAV oP s9[e89] suonesi}qo 


xne qo sonbniyod xne nb tsure ‘saxauuos syusuaysar xne 39 sanbyqnd sasuvunf sap 
UOLISAD VI ANS 10T &] & YUIWIAUIOFUOD saguaut UOS sUONeAadoO say anb ya ‘UONRsTURsIO J 
ap spaoalqo sa] d1puTanNe.p ana Ud aqUdTIOYFo 19 onbrwOUOSd UOSe] ap saoi08 
UOS sadinossa. sa] anb ‘s9yo.UOd 3a sasaio1d JUOS syNOK soy anb aqeuuOstes dDURANSSP. | 
ILYJO Inod sn5uod uoneULoOsUT,p soutaysAs sap Ja UONsas ap sonbnesd sap ‘souzdqUut 
S9[0.U0d Sap ‘sansisel sap ‘sayqeaduros saraly] sap mmol e nuai 19 a1Oqe[a B UONDOIIP eT 
‘epeury ne snuuodsas JusUIa[eiauas safqeiduroo sadiourid xne uauauIoyuOs sasedaid 
aj9 uo Suauasnl a] 1a sduatIadxa y red sasutUalap ‘uONaIp ke] ap suonRUINs| 
SaiNa[[laul So] ANS S9puoj syuLUOU Sap JUsUUDNUOD Inb ‘ssaIOURUY s1vI9 S97) 
‘Januur isoddei juasoid a] suvp sanudyuos saduUOp sa.aNe soy sano} daar aytIqueduros 
e[ ap yo sjurol-19 s191oUBUY s1eI9 Sap 9ANIAGO,| 9p 19 9IL199IUT,| ap afqesuodsa 3s9 
(OHOYV) Ppeuey np sigioueuy s1gneUul Ud UONRUILUOSUOD k] 9p ddUASY,] 9p UONIIIIP eT 
s4di2ueuly szeja sap pueba,| e uolzZDaIIP e] ap azjiqesuodsay 


epeues np asaioueuly asaizeu! Ua UOI}EWIWOSUOD Be] ap a2Uaby « ge abed 


"SIDIOURUY SdOIAIAS ap SUdTpeUed 
sand yVUUIOSUOD say Janbnp9,p 39 Jad9}01d 
ap Jepueu anou Idu1o0s9e,p Uye JUDIOSa 
UO & S2JIINURUY SddINOssa1 SoU JSSI[AN 
& sUOJaNUNUOD snou ‘sdulai Np [y ny 
‘sUOHRSOD Soy] JoTNoTvo nod 
sol[qria SdguUOp ap Saseq sap JdsI[NN,p 
no sjadde_.p amued a] «nod 9 usutt4adxe 
Jeuuosied np & sgd9e A1OAK.p assise.s [Inb 
— JofourUy IMo9qIas ne saaneyjes sustIadxa 
INI] ap 39 saduRSsTeUOD sia] ap Joo 
issne ined DOW ‘OdVS P13? AISE 
J] 20av JuRTTeAr uq “oiyenb ap sadrases 
ap uonrisoid ey mod anuuoseas aduati9dxa 
aun juapassod saseuszied savy 
‘(Odvs) 
epeuey np sjodap-aoueinsse,p 919190 
By ded aamqdajjo 3S9 (SANAIVUTLOSUOD 
Sd] DOAK SUONROTUNUIWOD op 
anua’)y) sjadde.p au99 np uoNsas ke] e 
‘epeuery xneqUUAUIIANOS 
SdOTAIIS Jo sorjgnd xneaesy sed 
sanqoajya JUOS UONROTUNUIUIOD ap 19 
aNbNeULIOJUL,P IIIDVUI Ud SITAIIS $3] « 
(AIS) Sesgroueuy 
sUONNINSUI Sap JURpUdjULINS 
np neaing aj zed sanqoayya Jus 
sargouruy 19 souTeUMY SadiNossal 
Sop UONSAS LT JULYINO}I SIIIAIOS SO] e 


: SJUBAINS S9DTAIOS Sap UONUAIqGO,| Inod 
SOULIOF 919 JUO syeLIeUalIed sap “IsuTy 
‘Q0UdSY,| 9p UINS Ne sayoeI souTei199 
Jonqoajyo,p anb 30 ynjd sourstues.10 
SdINK_P DOAK SIDIAIOS Op SOYSILUI 
Sap dinjouod ap 9yNN asn{ 939 OuOp 
& [I ‘ayprea ood es nA “UMUTUTUT Ne s{NOD 
say orinpes snod sastid 939 UO sainsaut 
Sap ‘99919 919 & DADV,] enbsio0'T 
‘sonbueq 
sap squat say sed saaquasaid saqureyd 
Sap ayNsas suas, | op [rea op asivyo 
EL oP OOT “4 06 ‘sanaypIe eq “OAV. 
ap sinod sap QOT ‘d 06 ap snyd yuaqsosqe 
saratusap sao ‘sonbueq say] JuUdUTIDUOD 
JOURT[IOAINS PB] JINsse ddUNSY,[ JOP 
sINDJLUTUTOSUOD Sa] JUSTIA sUOISOdsIp sap 
yiednyd ey onb nA ‘sa[etapay sotgiouruy 
SUONNINSUT Sa] Jed sagsioA SUONLSNOD SoT 
red agouruy JUdUaTEnUS 1S9 OADW A 
‘Z00Z-L00Z 22!4exa, | nod suonessdo.p 
SIOUL XIS UOATAUA JUDIANOD UDAINS 
mb srarouruy $319 S2] ‘TQQZ 9440190 $7 
9] 9a10 DUISTURSIO [AANOU UN Iso epeUeD 
Np sgueUy s1QHRUI Ud UONLUTUIOSUOD 
e] ap souasy,] onb 9uuop yueay 
s}ueyies S}UIOd 


SIDIDUCUL} UOIFEULIOJU| 


Le eBed 


*jualp> np ezurejd ej e JUSWAAIEja4 
anpued ajeuly UoIsIDEg “‘SpuasJeyIp sep juawe|6e1 ap yuepuadapu! eusiuer2I\) 


‘9/624 Jualj> np aulajqodg. ——____~_ aj fas uo 


"JUBaYI9 Sed dj ‘A19IDUEUIY UO!INZIYSUI,| 9p UeWUSPNqUIO,p a2d1AJaS Ne lOAUSY 


*"g axaUUe,| 110A 
| 


‘jeljjul sayed aj Juewazeipawul 
yins inb sarjed ne 1oaua. a] JueAIns 
s4nof Q9 saj suep yi3e/nIdera4 
‘9/694 ual] np auiajqoid | Se) Sallon ajujejd ap yioddes 3] 310584 J4DV,1 

: | 


| 
i 
i 


| 
*34DdV,| & S2eAoAua.s JUSWIAajeGe yUOS 9azI1W40jU0> ap suONsenb 
$9] ‘AAILEWIYe,| SUL “SINayeWILUOSUOD Sa] JUeSIA UONIsOdsip Bun e Bal] 1Sa aI]2 IS 
JeUIWEZEp Jnod aurejd ey aulwexe 44},| ‘yensu! sayed a; sed yueubyejd np joauay 


| 
od 


*9/694 .ual]2 Np awajqosg ——— 


*D4DdV,| 22Ae senbiunwuiwos ap uodse} ey ins uoNeusojul,| ap 
jueuazUod sajzulejd saj ans yueziod ainyz01q aun jueUbield ne yeunos uC ‘sezule|d sep 
uawexe,p snssed0id np jeiqiul soled ne uneyewwosuo? np ajulejd ej ap uondaray 


enbiusaueb ajdwaxa 
> (4J4]) aJe4apaz uolze},USW9/Ha. snos sasaldueUly SUOI}N}IZSU| 
— sajuiejd sap }uawayzies} ap snssad0iqg : 3 axouuy 


9¢ eBed 


LOL-Z002/SYOG/HOS 
SLE-L00Z/SYOG/YOS 
ZZE-L00Z/SHOG/YOS 
€LE-L00Z/SYO/YOS 
OLE-L00Z/SYO/YOS 
LZ€-L00Z/SYOG/uOS 
vLE-L00Z/SUYO/YOS 
90L-200Z/SUYOG/YOS 
vOL-Z00Z/SUOG/YOS 
SOL-Z00Z/SYOG/YOS 
vLv-L002/SYOG/YOS 
vOL-L00Z/SYOd/UOS 
€0L-L00Z/SYOG/YOs 
Z0L-L00Z/S8OG/¥OS 
LL2-6661L/SHOG/4OS 
LOL-L00z/SYOd/YOs 


€€L-2002/SHOG/YOS 
€Ly-L002/SYOd/YOS 
LLy-L00¢/SHOd/YOS 
@Lv-L002/SYOd/a¥Os 


8£2-66/SYOQ/YOS 
VZE-26/SHOG/HOS 


zooz sew Le ne 
ZOL-200Z/SUOG/aOS 


0Lv-L002/SYO0/YOS 
ded ayyipou 
22€-2661/SHYO0/YOS 
897-L002/SYOd/YOS 
sed aijipow 
2£2-6661/SHO0/Y¥OS 
69v-L002/SYOd/¥OS 
4ed aijipow 
LZ€-2661L/SYOG/aOS 


6€-2002/SUOG/YOS 


92u919491 ep .N 


ananBia ug 
ananBia ug 
ananBia ug 
ananBia ug 
ananbia ug 
ananBia ug 
anenBbia uy 
anenBia ug 
ananBia ug 
anenBia ug 
ananBia ug 
anan6Bia uy 
anan6Bia ug 
ananBin ug 
ananBia ug 
ananBbia ug 
4JUaA 

unanBia ug 
dnanBia ug 
ananBia ug 
dnanBia ug 
41UaA 

unanBia ug 
4nanBbia ug 


dUaA 


anenbia ug 


ananBra ug 


dnenBin ug 


ananbia ug 
4UaA 


ananBia ug 


1g 


(epeued np svaioueuy aiaizeus ua uolyeuWosuod ej ap adUeby) seaubisap suolejoIA sa] Ans yuawalGey 

(zu ap ya alanply ap S9}9190s) suolewejr9J xne spizeja1 sjUaUIaUBIasueL sa] Ins JuaWa|bay 

(sesgbue.j@ seuesnsse,p sejaid0s) suolewie|sai xne syi}eja4 sjuaweUBlasual saj uns quowialbey 

(ssuualpeued seoueinsse,p S9}9120s) suo!ewejraJ xne sjeja1 sjusWeUblesuad sa] Ins juaWe/bey 

(segsiioyne sesebuesje sanbueq) suoewespes xne sjiqejas sjuawaublesuas sa] ins juowejHey 

(senbueq) suonewees xne syi3e/04 sjusweublesuad sa] ins yuowajboy 

(!€38p Ap suofzelr0sse) suolewe)r94 xne sjiejod sjuawWaUblesuas sa] ins JuoWwe|boy 

(jg4d ap 3@ a1onpy ap sazelD0s) sajesindans ap ainyaussas ap siAeaud sa] uns yuawajbay 

(senbueq) sajesinzons op einjeuise} ap sineaid say ans juowajbey 

(11p24> ap searyesadood suoljzelD0sse) sajesunsans ap aunjeuies ap siAeasd saj ins yuawejbay 

(epeues np asaioueuly asaizew Ue UOeUWOSUOD Ee] ap e2uaby) seJa!oueUI, sUOIINI}SUI Sap SUOI}eSIZOD Sa] Ns jUaWa|Hay 
(z@1d ap 3a a1Npy, ap sajza!20s) JUNAdwa,p yNOd a] Ans JUaWa|Hey 

(sesaGuedj9 sodueinsse,p saj9120s) yunsdwa,p 4nod a] Ans juaWa|bay 

(seuuaipeued serueunsse,p $9}9190s) JUNAdwa,p yNO> 2] JNs yuaWa|boy 

(sdasisojne sesebuesje senbueg) yunsdwia,p yno2 aj Ans yuawiajbay 

(sanbueq) yunidwia,p yno> 9] ns yuawa/bey 

(leap ep suoNels0sse) yuNsdwa,p yNoD a] Ns yuswe/bay 

; (94d ap 3e eloNpy ap sazel20s ‘sa2ueinsse,p sez9I90s ‘senbueq) ajjenuue uoleie|>ep ej ns juewajbey 
(ya1d ap 39 aionply ap soja!20s) aydwio> ap ainyeAno,p enbiuoydeje} epuewap ap sed ua UOIZe2!UNWWOD e| ANs jusWe/bay 
(seasiozne sasabues39 sanbueq) aydwiod ap ainyiaano,p anbiuoydajay epuewap ap ser Ue UO!}e21UNUIWOD e| Ans JUsWe|Hey 
(sanbueq) aydwio> ap aunyianno,p enbiuoydaja; epuewap ap seo ue uoIerUNLUWOD e| Ins jusWe|bay 

(jl2}9p ap suolelsosse) aydwo ap sinyiaano,p anbiuoydaja} apuewiap ap sed ua uo!e21UNWUOD ej Ins jusWie/Hey 
(seasiiozne sejgbuesje sanbueq) siesy sep uoiedjunWiuo> e] Ans yuewe/bay 

(senbueg) siey sep uole21unuiUod ej uns yuawea/Gey 


(le}@p ap suO!eIDOsSSe) sieay sap UOIZeDIUNUWUIWOD e} Ans JueWa|bay 


$jal21Ipul s}odap sa] Ans 9493Ul,] ap UO!Ze>1uNWWIOD ej Ans yUaWa/Hay 
(q@4d ap ya alonpyy ep saza120s) Ja1a}UI,| ap UOIZeD!UNWWUOD e] Ins yuaWAa|Hay 
(seasisoyne sasabuesje sonbueq) 39493UI,| ap Uoizer!UNWWOD e| Ns juaWa|Hay 


(senbueq) 32493u1,| ap Uo!er1UNWUIOD e| Ans uaWa|Hey 
(j!e}@p ap suoizersosse) 39493UI,| ap UOHer1UNWIWOD ej Ins juEWa|Bay 


(sanbueq) sanbay> ap anuayas ap enbiH0d e| ap uo}e2juNWWOD e| Ans juawa/bey 


s}uaweabes sap e121) 


ZOOZ Sew LE ne sANs},ewIWiOsuod So} 


zuesIA suolzsodsip xne sal] s}uawajba1 sap }e}9 : Gq exouuy 


DSF ESE eS? Lest Pe PS 


Xx 
x 


}!€29Pp ep 
suoleiossy 


Ge ebed 


x x x saniesjsiulwipe suojzues Sap e nalj 4auUOp JUeANOd suoUaAesUOD sap UoeUblseq 
x x x 4DV,| 422ueuy e JUeAIAS SUOIeSI}05 
xX Xx X 9y1W0}U0) ap sezueqUy 
x x x swoddes ap yuawassijqejze 38 SWWOJUOD ap uaWeXy 
x x 4 aJeSSIWIUIOD Ne UOIJEULIOJUI,| Bp A1UANOJ ap SUORNZIsSUI sep UOebIGO 
XK X xX aunyeu sna] 72 UoIUAI}e OS e seaziod saqulejd ap aiquioU aj a1WeUUO o11e} 
anod aeuue anbeyp sayiaijoe sas ap yuawajeqo/6 adios eipued ap 94Dy,| ep uonebIqO 
x x x (sestudesjua sauueAou ja sazijed sa] 38 
gap ep seyJe> saj JUeUI@2U0> sapod saj ‘ajdwiaxe sed) a14ysnpul,| ap s2yjqnd ” 
s}uawabebue saj 2 8}inpuo? ap sapod saj sajjiaAins ep J49V,1 ep uoNebijqo 
suoljisodsip sa.any 
‘sanaja nad sie4 e sezdwoo sap Jo inod 8}Ua}Ua,p aj090J0/d UN Nj2UEd 3U0 sanbueg sajediouid saj 3a epeueD Np jueWeUWeAnob 27, 
x x Xx UO1jN}zI}SUI,| ap azw40jU0> ap a46ap aj yUeUIS2DU0> sajulejd sep 
quo sjj,nbsioj 349V,| ap dains ne sanayewwosuo> se] JaWOjUI,p SUCNyYsU! sap UOIZebIGO 
x X x uonedionjue sed sjaid saj sasinoquies ap snayewWOsUOD Np }101q 
quawieGa 9 yu9se.d 
a] awWO> ‘sinayeWIWOSUOD xNe UOeUOJU!,| ap JanBinalp ap suornyysu! sap uoNeb1qGO 
Uo!}191909 DaAe Saal] seyUaA sap sododd e suoNNzYsU! xne aesoduu! UO!DINISOY 
x X sequlejd sap juawiajGe, ap awsiuebuo un e Ja1aype,p suo}nziysul sep uoNebiqO 
34D V,| © etdo> sasodap ua,p 
ye soqulejd sap yuawiazie4} ap ainpa20id oun,p 4830p as ep suo!}nz}sU! sap Uo!Ze61\qO 
x : x 4 SPAI}IA]JOD &] s4aAUa Sez|Iqesuodse, sa] Ans suO!}ese|Dap Sap 
aasodap ap (snjd no ssejjop ap paeyjjiw | ep sesdosd xneyde>) suonzysul sapues6 sop uoebyqO 
x x [1238p ep ajesunoons aun J9W4a ap yuene siAeasd uN AauUOp ap sUO!}Nz}SUI Sap UOIebI|GO 
(ananBia ua aso2ue sed) yueuiaj6a1 9] y142se1d aj aulWO> 
'§ 00S | & SaNatajul uaWaUsaANOG np sanbay sap Jassie2ua,p suoiynyysu! sep UoebIgGC 
juaweuseano6 np senbayp ap yuawassiesue,| nod sje1y sap sasodui,p uolz21psaquy 
4 a}dwio> np ainzieano,] ueains sinol pj auoydaja3 aed 
Waano jleyap ep yodap ap a}duiod un ‘sles sues ‘WUIay ap nazewuWIOSUOD Np }101q 
xX »(4nanBia ua aiozua sed) sanaja nad siesy e paepueys a3dwiod un slyo,p uonebyqO 
Xx (anenBia ua as02ua sed) j1e}ap ap yodap ap seydwiod sap aAno,p uonebiyqo 
x s,Ual]> $8] JUBUIeDUOD UOI}eWOJUI,| JaBayoid e yuesIA seunper0Jd ap 41a}0p as ap uoKebIGO 
X x yunidwia,p ynod aj sanBynaip ap uonebyqo 
xX yodap ap sayzdwioo xne sajqeaidde sies) saj 3a sya4azur se] JanBynaip ap uoiebqo 
se2ueunsse,p yeud ap ye sonbueg $1N@}EWIWOSUOD Sa] WURSIA sUOISOdsIq 
$9}9120S aionply ap 
$9}9120S 
‘[Ipasd ap 
SIQUJV.LIGOOI SUOLIVIIOSSD Sa] ANS 10'T @ 
; Yaad ap 4a anonpyf IP SA491I0S SdJ ANS 10T e 
‘uontsodsip onbeyp e sanjofnsse ‘SaIUDANSSD. P SAJ91IOS Sd] ANS 10'T © 
sa[v.lopay Soigiouruy suonngnsur,p sodAy ‘sanbung Sa] ANS 10'T « 
say onb tsure uoRNoexe & Jou DDUASY,[ nb: soJUKAIMS SIO] SAP SINBJVUTULOSUOD So] JULSIA 
SINIIVUIUIOSUOD Sd] JURSIA SOANRISTdIT SUON suontsodsip say wsoseid asanuvutf a.1a1jvue 
-isodsip say sunsas ins mnb neayqea av] Ud UOLIVULULOSUOI V1 ap aIUADP J ANS LOT kT 


sina}eWILUOSUOD 
S93] URSIA S}UaWa|Hai Ja suol}sodsig : > exeuuy 


ve ebed 


*SAIZEAPSIUIWIPE UOIZIUES ec 
{UOIJLIOIA ap jeqien-sed01d « 
!@}1WIOJUOD Bp a}Ua}US 
tapuewlidas ap 2.1339] « 

i aulessiImWO) Np suondgQ = <——————> 


*SAJIEJUSLUWOD SBS 11U9}GO,P SNA Ud aJaidUeUL) UOI}NZIYSUI,] e aaXAoAUA }se Yioddes np aidod aupfj ‘ailessiWIOD 
ne uoljepuewwodse, aun,p ssauBedwosse suoije}e3suod sas ap Lied jie} aywWOjuOD ap yuabe,7 “7 


‘asud 4s9,u ainsow 
a4jne aunone je 9}IW40JUOD e] e Bai] UOIysanb aun,p sed 46e,s au jp <———— 


i 
| 
| 
| 
| 
| 
| 


*yi4D90 sed sja12U0>2 syusWwaUBlesuas sap 
ANUANO} IN| ap asgioueUly UO!ZNzNSUI,| 2 22 JUeUBIeE]d ne spUeWAp azLWJOJUOD ap yuabe7 “9 


AAIZEAISIUIWIPe JNaJia aun,p | 
y6e,s |! no agja2ap 3Sa,U apIW40jUOD e| e Bal] UoI}sanb aunany = ¢————— 


‘awiajqoid aj Jaiyisej> anod asaiaueuy UolyNzYsU!,| BAe enbiunwiwoEs UO “*¢ 


‘anbiwaysAs awiajqo.id un,p z16e,s 
[1,5 JeulW4azap snod a1airueUYy UOIZNz7SUI,| 243402 SeezUaseid seinalieque sequlesd say sulWeXxe yusbe,7 “yp 


*g}IWJOjUO> ap yuabe un e angie Ysa JaIssop a7 “¢ 


*aJ2/2UeUYY UOI}NZYSUI,| ap sezUle|d sep yuaWaze.3 ap snssed0id np ausojul yse yueubield 97 °Z 
*sjuawauBblasues ap 
sepuewiap/suaissop sap IAIns ap awa3sAs a] suep aasJan ys@ DIDV,| & eeHodde no saquaseid oyujeyd e7 “1 


sjanquana s,e3jnsay snssa201q 


J4DdV,| 2p se> sep uonseBb ap snssad0ig : g exouuy 


¢€¢ e6ed 


‘aIMsNpur,] ap/aiaioueuy uoNNaNsur] ap o1jqnd yuswiadesua,] NO s11eUOTOA aJINpUOD ap 
apoo oy daae sayqneduroo saasn{ 939 UO ajuTe]d eT & JUDWIOAN]OI DIQIOULU UONNINSUL | 
red sastid soimsoul say “OD 7OV,] sed saueur ajgnbua oun,p anssi.J y — pedsay 


‘monbua yj aramsinod op yng a] suep my daae Jonbrunurusos ap 9juai & DADvV,{ enbssoy 
npuoda sed vu mmajeumuosuod 9] wo sasodap ieae [Inb aqureyd ey ap yo{ns ne ajygnbua 
uos sed aarmsinod ou DyDy,[ onb spueurlap & IMd}eUILIOSUOD a7] — aadIZod aQUIe|d 


“Inajeuruosuod 9] Inod anb jyzDy,] nod juei auesiejsnes UOSe] op sgIOURUY] UONNINSUT,| 
Jed d9pde1 ysa aqureyd ey ‘9 qDy,] Jed soueur aaanbua aun_p onsst,.] y — aaj6e. aquiejd 


COUCH Te? LOOG eat Orr eS Oval 
ap TAINS ap aulaisds a] SUBP SddsIOA Ja SaNSar saquteyd ap sIqUIONY — anda azuleld 


‘oTqnd Justw9asesus UN NO dJTkJUOJOA d}INpUOD ap apod np 
suOnIpuUoD say] sed quorejoadsas ou uoNN Nsut,| red sastid soimsaur say anb 39 dapuoyj ys9 
ajureyd ey anb tqeis aso [It “OyOy,] ted soueur a9nbus oun_p onssi.| y — pedses-uonN 


"SIMNOIVUILUOSUOD Sd] JURSTA UONTSOdsip sun & UONSeIFUT JUN & ddI] UdTG IIRIO 
aqureyd ey aonb yqeis asa pI ‘DyOV,] ded sauaur aonbua oun.p onsst.] y — uondeapuy 


‘ZOOZ SIBUI [ ¢ Ne DADY,] red agnbus 
aun.p jafqo,y sino{noy yuoresiey Inb aqruUIOJUOD Op sko ap aIquUION' — suedsns ug 


‘ZOOT SHVUL [¢ NV QUITO] I1eI9 JOISSOp 9] JUOP 10 ODADV.I 
ied aignbua sun.p ya{qo,| yey yUO Inb siTwIOFUOD op sevod ap dIqUION' — @Ua} 4aIssog 


‘JUOUII]SI1 NK UONIeUT 9uN kv dar] sed qreja_u aqureyd 
ep anb 1yqeia 3s9 [I “DADV,| sed saueur signbua oun_p ansst,] VY — uoRpeajul aunsny 


DAIESSOIDH : W axouuy 


ze ebed 


senbijqnd 


seule ‘adinba reson ee, 
ae oF 


sages Zoowy 3s ng) 
lessIWuWU0Q ‘34yBiIu ig) wen! 
; sunayewiwos IS - 
sep uonednpg ‘ajuebe ‘Aauoo auer~ : 2 : = 
—-TRYLO A aaa 


a . S Sytesqsiulwupe sao1nsSS ‘JEYD 'KNOJIE) eae a a 
psa ee ae LS Eye 
sdnayeuuosuos . es 5 Fes 
Ks 
sap ! I S}UWUOJU07) ‘aquabe- ! 


cee 
ejay 


} 
19 9UWW10JU0> ‘291419 811p ed TPR af / 
? oe r? og = & 
© SUOIE/SY 1S 9}IWWO}LUO7) 


aluasnpul | SI 

sanbi Sel ‘a1uaHe.'uosseyze, oanasiaupe aquiolpe ‘Aejpuly umeq 
2 vali De ea Lean 

SINSJELWULWUOSUOD 


aban 
sap uoneonp® ‘edinbe oF ap juabe/as. ey nes! ‘xneauo 
(7 


SOIIEL VW Jo /Ssins} WOsUODd SAIESSILUWOS 


‘ABAAINIA\ ig) n ne sAijndexe ajulolpe ‘awuojag auueor / , 
; PrPA oS QUNV VO KO y OWT 
WW 4 


sanbijqnd sasieyiy PPL yy UII) 2 UO!PEWAOJUI, | 
ppc Vie ap uoljse6 ap ajuebe ‘sarwu07 ee 


Ve pera) 


4 


Sl4}SNPUl | 


sjusweuBblesual 


ap sepuewaq Wik pices B 


senbijqnd 

SOJIEJW Je SInaeyze SuoDd sap UO}}eONpy 

‘anjesjsiuiupe aulolp oP equeyd 
a7 of EL ? 

: a speijsiuiwpe 

Sad|Alas ap ajuabe ‘a ass aufja70 

sjuawaubiasuel os hdd Le, 
ap sepueweg Wael iy Be ee A 
ae, el, a jujofpe aujessiWiWwo05 ysis af 
erat oh 


/ 
lp, | os 
julolpe dyjessiwiw05 : ; 
ne ie es ‘aud Aaqe {e4>! S}IWIOJUOD e| 3p 9ojye ). Yo) ‘aqu IN 
ay, 
POLO E Y- 
C 


| JA V.I 
ap saAojdwa sap juawebebua,p uoleiepaeq 


‘unyioddo 

sda} Ue S}ILUJOJUOD ap 
aiaijelu US SAUNDde| Sa] Ja;quuod 
Jnod sasjaioueuly SuolznyI}sul 

$9] DAAC SUOIAI/IEAe1] SNONY 


4aBaj01ga 


senbnp3v 


‘sangja nad 

sles © Sa}dWwoD 4se aulejndod 
snjd e| ‘saunyooig sou IWwued 
"S10} 000 Z ap snd e61eypa|ay 
aja e || ‘aseq ap sasjenueq 
SED/AJAS AP INa}JEWIWIOSUOD 
NP aPIND a se ayjnsuos snjd 
3] PaJIP US JUSLUNDOP a1}0K) 


Le ebed 


“xno 

& JUaLyyO,s nb ssatULUY S9dIAIAS Op 19 

sumpoid ap frequaa9s ase] ay rutred soarepe 

xTOYO Sap dJTe} 19 suONsanb sauuog so| 

tosod juassind sjrnb uye ‘unjsoddo sduray 

ua ‘sjafduros Ja sayHn syUdDUSTOSUAI 

Sap SINIIVUIWIOSUOD XN JTUINO} op 
S9dI1OJJ 9.19NO UA SOUTUOS SNOU SNONY 

‘a[RIOpay UONRIUSUII] SOI 

snos JoIOURUY 1N9}99s Ne S900" 

J10Av Juassind — sjainjjno syuapsoaque 

SAINI] NO axas IMNa] ‘adv INI] ‘aIITepOos 


‘apna,| & 9109Ud JUATeIA SoTesINIONS 
Op SOANIOULII} $99 & JUdUTAANLIAI sasodap 
SIDISSOP Soy SNOI ‘Z7QQZ SVU TE NY 


op NvIATU Ang] ‘a1gioueuy uONeNyTs 
Ina] ‘AUSpISel dp Nol] IN] JUsTOS 
anb sjanb — suarpeue’) say snoy anb 90 
& JO[[IOA & SadeSUd SOUTLIOS sNOU SNONY 
“SINDIVUILIOSUODS 
sa[ desta suontsodsip xne Juauouta|d 
JUDULIOFUOD 9S epeUky) Np so[esiapaj 
saigIouruy suONNyNsut say anb 49 10] ey ap 
NAIA Ud saiiqesuodsal 19 sWorp sins] op 
juRINOS ne JUdUTIITeFIed JUdTOS s1sIOURUYY 
SANIAIOS Op SsindyeuTUIOSUOD so] anb nod 
ayqissod a.0uU NO} Ie} sUOAR SHON] 
‘suo 
d1gttuaid 3110U IUOS SIOIDURUY SAdTAIOS ap 
epeury 


Np dtogloueuyy oIgHeul Ud UONPUIWIOSUOD P| 


SINDIVULULOSUOD SIP SUTOSIQ SI] 


op suasy,| ap sadojdura,p 19 a1ressTUTUOD 
dp on & — suousida.nua snou 
anb sdaaneniul Soy $o3No] op d1ped do] sue] 


uly | 2P JOW 


“SoTTeUIWI[d9I 
SdOUATIXA XNL JUOJSNRS SIISSOP $99 
anb Jainsse,s op sasieyo Isa souNsW/T 
“SoykSINIONS ap SdINjoUIII} 
sop queAoaasd sasgioueuy suonMANsUL.p 


sIoIssop ¢] NdeI & DADV.I ‘ZOOZ SHEE TE 
ne [QQZ 21qG0190 $7 np aporiad ke] JUepusg 


sejesansans 3p 


34NJBW9} CE] JUBEUIBIUOD SAdISSOp ap }odag 


‘siow sed suuaAow Ud 
‘suonesiuebio no sauuosied 
000 8 UOJIAUS,p « SdRISIA » 
000 09 ep said suonazeu 
snoy ‘21]GQnd ne suojuasaid 
snou anb ajqisia snjd 3] 
yodse,] 1S9 Gea; SUS 841}0N 
SS 

*SULIOJUOD 

A,S 32 10] e] Suuaidwos 

jouuosiad una; anb a> 

B JO/JIOA ap sanusd} }UOIS 

- SO9J9IDUCUl} SUOIZN}}SUI SOT 


(S9L) }edseas-uoU/a}UIOjUOD-UOY 


(60L L) Je4epa} }uewaeuseanob 9 sed 
saequewa|be1 uou sesalsueuly SU01}ZN}I}SU| 


(S£L) 324d ap 32 a1anpy ap s229!205 
(66) senbsiunjnui se2ueinsse,p s9391905 


(QZ) elA-e2ueINsse,p $939190S 


6 enbiydeun 


sjyuawauBblesues ap sepueweg 


g enbiydein 


66 
8ZL 


LL£8 2 
s}yuaweuBbiasuas 
ap sepuewap 

ap ye saquiejd 
Op j2}0} auquiony 


Z enbiydein 


(S9L) 345.1 
queusa2uo2 squswauBblesuas ap sapueweag 


(LZ8 2) senbueg 


(ESE) S21A4as Np ayjeEnH 
(Sgs) S244 
(vv) xnesoueb 


(8zy) }odep ap sayduio5 
($ZO L) ##pe4> ep seqiesy 


Q0E L 


sjuaweauBblasuas 
ap sepuewag 


(2) saeaiq 


Lz e6ed 


(% 0+) 


(% €2) 


(% 09) 


(zoog ssew LE Ne 1007 2440390 HZ Np) 
sanda1 sjuawauBblasues ap 
sapueweap ap ja sajuiejd ap abejue2inog 


~~ 


(Zo0’? s¥eW LE Ne LOO 8440190 HZ NP) 
sende1 sjuawauBblesues ap 
sepuewap ap ja sajuiejd ap sadA} xnediduiig 


jesauab jeqoy 


PEL yoedsas-u0u/azIW40jU0d-UdTYy 
€zZzz sjzuaweublesuas ap 

sapuewap ap jo sajulejd ap je}0}3 aiquioyy 
S S1aAIq 


(4 DAD V,| JUeUISBUOS s}uawauBblasues op sepuewegd 


£6€ Je4epa} yUswisuseAnoB 9a sed 


seayuewe|6a.1 uou sasalnueuly SUOI}N}I}SU| 


S6 324d ap je a!onpy ap s92@120S 
“9 saenbsisijjnu sadueinsse,p $a3a!20S 
96 @IA-BDUBINSSE,P $9}91D0S 
S9SL senbueg 
saule|d 


(ZOO? Se LE Ne LOZ 9440390 HZ Np) 
sendsaJ syuawauBblesuas ap 
sepuewap ap je sajulejd ap je}0} eiqwoyy 


‘sandai S}UIUIAUSIASUdL 
ap sapururap ap 9 sajureyd op [e303 
aiquiou ay onbipur 6 onbrydess a] 
‘ITAIOS SO] OP UWesNjos 10-a][99 
anbsio] sarie.u0d JusTeIg d9UUOp d1QIOURUYY 
UONMNSUI 9UN,P SIUIT[O-UOU S.IN9}LUILUOSUOD 
So] — 991AJas np suyengd 
‘anbayioddy oun.p aadionue uoneiyisa. e| 
inod a1g1oueuy uoNNMNsut Ine] Ied sagsodunt 
souyeuad say JURUIAIUOD s}UDIOUSTasUdI ap 
sapueulap sap aiuasaid UO sinayeUTULOSUOS 
say] — sanoo ua sanbayodAyssi01g 
‘SO1IIOULUY SUONNINSUT SaSJOAIp 
ap sonuayne | Ins Jousiasuas as mod 
aouasy,| 90av onbrunumuos JusuUENbe.y 
JUO SINAIRLULOSUOD Sa] — [e1gUIS 91P10,p 
SJUIUIIUSIISUaI Op sopurWod 
‘soiduio9 
sina] suep sasodap sanbayp say Ins spuoy 
sap anuaies ap soporiad sap « snansuo] » 
e] ap sureyd JUOs as siMayeUTUOSUOD 
sa] — 10dap ap saidurozy 
‘aasod vy sed sn5ai sayoryyos uou qpe.o 
ap Salvo op IpueLAp ap SoiTe[NULIO} sop 
jalns nv Ja Wposo op says sia v sarqeordde 
srey xne saziodde syusurasueryo sep 
jalns ne suonednosoasd sinoy auutadxa 3UO 
SINIILUIUIOSUOD Sa] — IIpeso op sazieD 
“SIMI VUIUIOSUOD 
say snyd ay quoredna5091d mb suonsanb 
ap od} ay onbipur g anbrydess a7 
‘DAOV, | 2048 anbrunumuos 
JUO SINIILUILIOSUOD $3] JuauLUL0I 
anbipur (6, ased) z onbrydess oT 
“INDIVUIUTOSUOD NP 
argioueuy UONNINsSUT] Jed rUINOF ddIAIOS 
np suyenb ey ev 19 saaresueg saiduros 
xne ‘sinoo ua sanbeyjoddy xne 49 sjgid 
xne QIpaso op saiszed xne JUsWAT[aNUASSA 
juoreyioddes as 19-SaTJa_ “Z7QNT SALUT [¢ 2] 
19 [OZ 21qG0I90 $7 J] AQUA sIMaeUTLTOSUOD 
op wed vy op sjusulousiasual ap sopueulap 
qo saqureyd 69/ + Ap [RIO] UN NSai ev 
DJAOVA ‘2 onbrydess a] ouOU oy sUTUOT) 
je4oueb adiasas 
9] JUeUJaDUOD s}UsWaUBlasua. 
op SepueWoasp joe Sa UIe|d 


9z ebed 


‘ZOOZ SABI [¢ 9] 19 [QOZ 94G0190 +7 
9] aud ‘uontsodsip ap adAq sed ‘aust3y 
a1 & JOISsOp a] JUOp duINsa.id yoadsas-uoU 
no 9uJOJUoI-uoU nod saqureyd op 
[e101 aiquiou ay anbrpur g onbrydess a7] 
‘gsneo Ud arTeouRq 
IN919as J] JUTE — sansai saqurey|d sop 
OOL ‘4 46 — sarureyd sop aisoleur spuess 
ey onb afqrsuayaidurod sa jI ‘odap ap 
suonmnsur xne juanbrydde,s simayeuruosuos 
sa] JuestA suontsodstp sap y1ednyd 
ey anbsing ‘argioueuy uonnansut,p adAy 
3] UOTAS “D ADY,] Jed sensei sayureyd ap je10} 
aiquiou 9] aquasaidas ¢ onbrydesd oT 
‘sorjqnd syusurasesud sap no saiteyUOjOA 
amMpuod ap sapoo sap jadsai-uou 
no JuUdtUATsaI Ne UOMOeIyUr na sed 
wear Au [ib uorsnpouod ef & 9ATIIe WeI9 UA 
uo ‘sane sa] mod jo sagines 939 JUdTeAR [7 
‘Sdd|GII MID JUSTIVAR XIS “ZEIT SIVUI [ ¢ 
ne ajonbue oun,p jalqo,} sino{noy 
quoresie} /7 ‘dIQUIOU 99 aq] “sINa}eUTUTOSUOD 
Sap SJgIIUT soy Jasaioid ev yuesTA oTFqnd 
jusuasesua UN,p NO aIIMpuUod sp apoo uN_p 
auinsa.id 39adsas-uou no Io] e] & dauNsosd 
uonerjora inod sajureyd p¢] nSor & DADY,I 
‘4 anbrydess a] a UOUT 3] aUTUIO7) 
‘sna sop 
ssofeul ey op ynour aT JuanqNsuod jpeso ap 
JIINVUT Ud S]UapadaIUR STRANLUT 9q] “DADVI 
Jed son5oJ 911uJ0yUOD ap suonsanb sap 
& soar, saqureyd ap ye10} a1quiou np QOT ‘d OF 
aanout mb 99 1sa,9 39 uonednoso0asd 
ap jafns yueqodur un ysa aiduroo 
UN JLIANO,p Shas 9] “Upaso op org eu 
Ud INIIVUIUIOSUOD Np syUdpadaque sap UOsIeA 
ua adios un ANO,p snyas ne juareyoddes 
aS $6 ‘[QOZ 241qGQ0I90 47 9] smdap 
JADV,| ted sanSar saqureyd p¢] say ang 


LE 


SOWIS} SJBISSOP ap je}0} aiqwoyy 
se4ey 

podsay 

se[Bey 

pedsas-uoyy 

uo!q}Ie4jU] 

uo se4jul aunony 


(py anbiydes6 aj issne 110A) 


9 enbiydein 


(ZOO? se LE Ne LOO B1qoo HZ Np) 
uolzisodsip ap adA} ied ‘awinsaid yadsaJ-uou 
/2}W40jJU0D-UOU ap Sed ap saUta} SJaIssOp ap aiqwony 


*guJe2uod anbueg ep adiq aj esideid sed e,u j1 ‘D4DVy,| Dane anbiunwwos e ina}ewiuosuOD a} anbsjo7, 


soL 


g enbiydein 


LE 


py anbiydein 


JEIOL 

yajdwiod ar1A1eg — saiagGbuese senbueg ap sajesunoans 
S1Npy SP S9i9!90S 

xsenuuosul sonbueg 

seiaBuesja sonbueg 


sajeuoijzeu senbueg 


(2007 Sse LE NE LOO? e4Qo0390 YZ Np) 
uol}nzIysul,p edAj sed ‘auinsaid yoaedse1-uoU/azIW40JU0d-U0U 
ap sed sap e juezioddei as sansai sajuiejd ap aiquioy 


(ee aed e} & aulessoj6 aj Ja};nsUOd ‘saWja} Sap UOIIUEp SUN INEY) 


ajenbua snos sinof[no} sed ap je}0} aiquiony 
SOWA3} SIBISSOP ap [e}0} sIqWiON) 

(¢ enbiydes6b a} 410A) sn5ea4 sed ap je,oO} aiquioNy 
jamied jezo, 

sasijeay 

podsay 

sa[Bey 

peodsa:-uoyj 

uo!}De4jU] 

uoledjul sunny 


(Zooz sew Le Ne 10% 84q0}90 Hz NP) 
sayei} se? sap 3239 


VEL 


Nw er Tener tTeoanwwtst © 


st 
Sa) DD), oe. 


CN PR et CO ee EO) 0) ee ee) 


sazulejd 


¢ enbiydeirn 


sz e6ed 


“xnelapa} sjuawe|6ai sa| ied seesodiu! uoieWojul,p 
suojeBijgo xne aloauas ja « JuNIdWa,p 3N09 » a] euBisep 4D, 


JE3OL 

UO!}II19OD DAE Saal] SazUaA 

szodep : senbayp> sa] ins sanuazay 

(911211.9Nd) ,35 Np uoRebynayp-uou : szQ4q 

104390,| 2p }UBWOW ne ,3D np uoijebjnaip-uou : szeidg 

siejj/SIEqes ‘WUEUIAaSINOGUIAs 8] JFUEUISDUO? UO!JEUOJUI : SOI 
4D Np uolnesyipow ap sine : sjadd 

sequiejd sap yuawiezie. ap ainpaz0id aun,p asejd us asi] 

34D V,| 2202 sanbiunwiuwios ep uodse} ej uns aanbynaip uou uonewojul 
agnd yuewebebug 

sapjesauad — }unsdwea,p zno> 

sinbas jewiuiw apyos : saydwio5 

(23QUep!I,p e>raId) 44ANO,p snyas : saydwi0D 

(saqjeseueb) s14An0,p snjas : sazdui05 

(27 1e4/UIpe4> ap esai}ew Ua sjUspeadajque) AANO,p snjes : saydwio5D 
sletj sap uolzequawbne,p sinessd : sayzdwioz 

2@3dwWo> ep enue} ap siesy : sezdwioa 

sojulejd sap juewezied ap ainpedoid ja a}UajUa : sazdwo5 
saaaje ned sie e sazdwiod : saydwioz 

S@Dd1A1BS NO siejy ‘UOIZEULIOJUI,| BP UOIZEDIUNWILIOD : sazdu0; 
sasiidasjua sazijaq — epoa 

qep ap sazied saj JUeUIaDU0D apo> 

pUaWassieoua,p siesj : je4ape}, JUewWaUsIeANOB np sanbayD 

si€lj S@p NO sjzQ4azU! Sap ',34D Np uolzeBjnaip-uou : yipas> ap aye; 
4D ne spiodde yueweafbueyp : piped ap ayiez 


(ZOO? SIEW LE NE 100% 8140190 HZ NP) 
@}!UWIOJUO> ap jelns sed ‘aunsaid yoedsa1-uoU/azyIW4OjU0D-UOU 
ap sed sap e jueyiodde as sansai saquiejd ap aiquioyy 


“ZOOZ SABI [ ¢ 9] 19 
100Z 2.190100 +7 a] ANUS DY, Jed son5a1 
So[elapoy Salglouruyy SUONNINSUT sop sorqnd 


sJUDUIATBUD Sap 19 S9JTLJUO[OA 9yIMpUod 
dp sapoo sap « 9uinseid yoadsai-uou » 
ap NO siNa}VUIUIOSUOD Say JURSTA suONTsOdstp 
xne « douunsaid 937uLI0JUOd-UOU » 
ap svo sap ev quezodded as saqureyd ap 

[e101 arquuou aj enbrpur ¢ onbrydess a] 
“suoneye}SUOd 
SOU ap 1d SAANOE SOU AP JURINOD 
ne jusutouteyd 1ruaq say nod susrpeurs 
sANaIVUIUOSUOD sap UONIsOdsip vy & 
dN Ly ap 19 JUIUTAAAT[NGI1 UONLULIOFJUT | 
JastTenqIoe Pp UONUSIUT,| SUOAR SNONY 


‘Q0Uud8Y,| ap a1MqI9Ano | LAs }uO mb siout 


sdatuaid sap sinoo ne saauaut suonesado 
xnv Jusuanbrun quaryiodde.s as mb 
saauuop sap JusUUaNUOD januue yo0dde1 
juasaid aj suep soquasoid sonbrydess 

Sa] ‘81q0I90 Ud 999I9 919 B DADYV,| onb nq 
a}INPUOD ap sapo> sap auinsaid yadsa1 
-uou no Io] ej e saauinsaid suonsesyul 


sansa1 suoAe 
snou anb sajuiejd sap nssady 


“SIQIIURUL S9d1A19S 
ap suaIpeURS SIMdVUTLTOSUOD sap UONIE}01d 
ap Jepuevur a.nou sdurosoR xnorur ap 
vould snou JSDYD a ae yeLeuszed 
Ud JaT]TeAR ap suqiqissod e’y ‘sjanqnu 
SPUOJ IP S19VINOD sap 19 sargT[Iqou 

sana[ea Ua SJonsnoos sap ‘sanbsirpynu 
SAIULINSSE,P S9I9190S Sap ‘AIA-dDUBINSSL,P 
sajatoos sap ‘sanbueq sap anuos sa9sodap 
soqure[d ap UOsTes Ud SINODA Op JUISTURIDU 
un e jadde osrey JuejeyNnos sustpeuro 
SINAVUIWIOSUOD XNv ULLUISpNgWO,p 

SOOIAIOS SOP RATUINOJ SUUSTULIIO 197) 
‘({SOYD) Jopuruy smaides np uonerypiouos 


vz e6ed 


ap Neasay Np 3.ud Np ue uN 1oL.p uoNeas9 
ey souaNedur soar puane DAOV] 
‘aTRANpo} d1IIOUeUY 
uonnyNsul sun a.nuUOS aqureyd oun sasodap 
jueyeynos asuda.nus aaned 93n0} & no 
Jornonsed 3N0} & I19}FO Sd [E39 ‘ato NDaKe 
J1QOVILI UNINL JQAII IU IDIAIIS 9) 
‘s1on UN.p UdureXa | & ajuTeyd ey] aIOWUNOS 
quaanoad si ‘org1oueuy UOANINSUT,] 
ap saqureyd sap quduaIe.9 ap snssao0id 
Np opie] & aUeSIL]sNeS sIQTULLU ap I9]SaI 
sed qsa,u aqureyd snay onb 1a uonesedas 
Juspuetuap sinajeVUrUTOsUOD soy onbs.107] 
‘gyensedum 39 aysn{ uOSe} ap spuasayyip 
Sap WUIUII]dI1 I] JOITIIe} 9p 3S9 ajo 9] JUOpP 
‘spUdaJd}fIp Sop UIUID].9e7 op JUvpuadaput 
dtusTuedIO UN & NO URLUSpNguIO p 
| QOLAJOS UN B JUAIEYpe sapesapay 
soigioueuy suonninsut sap qednyd e7 
‘uonedosau op s10Anod np 
uryd 9] ans sinayeurUOsUOD sa] 1a SargIOURUYy 
SUONNINSU Say aud asTxo Inb siqumbasap 
NL JIIP9 Was & JURSIA UONNIOS ey ap IuoUaTA 
UN 9NINSUOD PIA‘) ‘a[QIUAT]O k] & 9DIAIOS ap 
IQNLUI Ud IDUASTXD 91999 & oITeFsNS JURAIP 
epeues) Ne SaLAsnpur sare sap sun J 3s9 
JoloueUy maqdas aT ‘jauuosiod np sJ9qoAe 
Ap jo sayureyd sop Juauaie.n ap snssas0.id 
uN,p Ja}0p as ap sanua} IOS sayeJapaq 
SA1QIOULUY SUONINSUL Say $9IN0} “TOT ky op 
nqJoA uy ‘aqureyd oun sapnursoy Juapnaa inb 
SINIILUUOSUOD Soy Japre JUdAIOp sosgIOURUY 
suOnMNsuUr sa’T “[ed0] JuRIUasosdas 
UN J9Av NO ayesiMdons duN,p jauuossod 
9] D9Av JOULN t sgjodde 9.9 Jusdaned 
S]I ‘olrey 99 INOg ‘a1gIOURUy UONNINsUI 
INI] B WUSUIAIDIIIP JuURSsaIpR.s Ud dUII;qoId 
9] Jopsar ap J9Aessa kv aastsuos adeia 
dJontuaid ke] ‘[eI9UIG IDIAIJOS 9] JULUIIDUOD 
ajqureyd oun sasodap quaynaa sisiouruy 
SADIAIAS IP SINIILUTUOSUOD Sd] IS 
"s38.U0D sa] NO dyoTqnd ey UeYyoNoI 
suonsanb soy ‘UONRINIOL} IP SINIIIO SI] e 
‘paso oy 19 sioid 
ap 10.990, JURUIIDUOD sanbnryod sd] « 


‘NSAI PIAS Np ayyenb vy e 

‘QIpe4o ap sais xne 

sopqvordde siv.y say ‘ad1A19s op sieay soy 

‘Qouvinsse p sound say ‘ayduraxo sed) 

sympo.d sap x1iid np JusUrassT]qrad,| 

: JURUIAIUOD 

sajuieyd sap sed adnas0,s ou aouasy/q 
‘oigioueuy UOnMINsur Ing] ed yudtuaysn{ut 
Sav 939 JOAe Juasuad mb sanayeurutosuos 
xne oirejguow uonesuaduios 

Tu uonesedas sunone aps0s08 U ADV] 
"SoIQIOULUY SUONINSUI sap Utes Ne 
aovyd ua srur velop soqureyd sop quotuiapser 
dp SOWISTULSDUT XN SINdIRUTUTOSUOD 
So] astIqisuas douasy | ‘a[duroxe seg 
‘suoanod a] snou anbsso] sinaqeururosuos 
So] Jopre.p suodesso snou ‘« [e1auas 
IOIAIDS » 9] JULUTIDUOD sajuTeyd say JopsaI 
v satiqey sed qos ou DyDV,[ onb usrg 
jesouaBb adiasas a] JUeUIaDUOD sajuUle|q 


‘gqUUOp UONNINsuT 9uN,p 
jo{ns ne 19sodap quaresmod sanajeururosuos 
so] anb saqureyd soy sore. smod 

dJAIMS & OYSIeU eT ap JueOdumT yoadse uN 
ANINSUOD 19-9]]99 Ivd “J ADYV,] & aNpaooid 
Inaj ap aidoo gsodap asooua sed quo.u mnb 
saqjoo op seidne sayoieurap sou suosAmsinod 
SNON ‘9OUdSIXS 93799 & JUDTESTRISNeRS 
suonmnsurl sap aisolew ey *Z7EQQZ SIVUT ] ¢ 
ny ‘oJooueuy uoNnNINsur oun,p sajureyd 

sop Juautae.9 ap snssad0id np onbrisuas 
gjduraxe un aquasoid YJ oxouue,y ‘sasmba1 
sajureyd sap quswiaysar ap soinpgoo.d sa] 
aoeid us uae sayja,nb 99 v sJoypI94 nod 
Sa[eIOpo} SAIIIOULUY SUONNINSUT Sd] OAR 
aypear.n DAWA ‘1007 24q010 +7 aj sindoq 
Sa19IDUCUL} SUO!}N}I}SUI 

sa| Jed sozulejd sap yuowayzesy 


‘gasodurr airyjeuod 

e] ap JueJUOUT ay aonb Isure asruuT0d vy mb 
uonngnsul| ap wou 9] stiduroo 4 Suonrjo1a 
e] ap aamaeu vy anbryqnd ospues yuowsyes9 
suoanod snoyy ‘asrerunsad uonoues oun 


¢€z e6ed 


Josoduit 9 « UONLIOIA ap [eqsaa-sgoo1d » 
UN J9SSAIP NO JUSUWIASSHAIAL P 9.1012] 
gun Jassaspe my suoanod snou ‘uonoe.yul 
JUN STUIWUOD arg 39 [aq B UONNINSUT,| TS 
"$]910UOD SIUIWIUSIASUaI Sop 
yoo red Irurmo} op asgIouruy uUOnNANSUL | 
19 IMNaVUTLUOSUOD Ne JopuBtap nod Juase 
un ‘oyoseut9p ey aamnsinod op spurwuiluUosa4 
4s9 [I$ ‘aqureyd ey op soqnosip snod 
Ina VWIUIOSUOD Np sigIOULUY, UONNINSUL,| 
saae onbrunumuos ).4DV,[ 9p aus0yuo9 
ap juase uN “TOT ky & UOMORYUT aTfanquaAg 
aun v aaty isa aqureyd ey 1g “my v JUeJO,s nb 
XIOYO Sap IMA}VUWIWUOSUOD 9] SUOUIOJUT sNOU 
‘gouajodtu0s an0U ap JURAV[aI ajuTeyd ouUN,p 
UOU NO USES [IS JUTULIAIAp 19 MayeUTOSUOD 
a] sed sgsodxa uoneniis e] 9Use0 suUOAR snou 
anbsio7y ‘sammay gp So] SUP AMIILUTUIOSUOD 
aj suojaddes snou ‘sayosoyoor sap ate} 
"SINBJEWILUOSUOD $9] JUSIA SEO SO OUTS TSG LG) JR) ee heat 
uolzsodsip aun e snijzejal 
uolejjul aun e yueyioddes 


as ajulejd 93n0} 549Dv, ep 
seidne juawayinjes6 1asodap 
juaaned sunayewwWosuos seq 


aun v aqioddes as 19 souajadui09 a.0U 

ap aagper aqureyd ey ofjanbe] sup osmsour ey 

JOUTULIAOp ap ue saoq[re1ap suonsenb sap 

suosod ty snou ‘ajureyd oun s1asodap snod 
ayjadde snou smayeuwmosuos un nbsi07] 


406a}01g4 
"sto Sop 


4enbnp3v 


uONsas ap snssad0id a.nOU ap eUT9YOs UN 
‘IN| @ JUdIJYO,S 

Inb xIOYD Sep INe}eWIWOSUOD 
3] SUOWUJO}U! sNOU 
‘g0Ua}edwWOd aJ10U ap jUeAa|aI 
ajulejd aun,p uou no 46e;s IIs 
SUIWAa}Ep JS INB}eLUWIOSUOD 

9| Jed aasodxe uoljenvs 

®| 9UJaD SUOAe SNoU anbsio7 


aqjuasaid g axouuR/] *k9'95"DJIv-IkdJ@OJU! 
assaspr,| & ‘arwnos Jed souasy,] 
daar Jonbrunwiw0s No 7¢77-[ 9b 998 I II 
stelj sues Jasoduros yuaanad s.majeuruosu0s 
Sa] “SINAIVUILUOSUOD Sa] JURSTA UONTsOdsip 
oun & ANAT UOMSeyUI oun ke JURIIOddeL as 
ajureyd a3noi DyOY,] op soidne quawmyess 

Josodap quaanad simaieururosuod say 
IO] eB] @ UONORyUT na ev A PInb 
Jonbrpur juayquias saqureyd sao ts ‘squats 
sina] Jed saaquasoid saqureyd sop DADYV,] & 
J9[LUSIS 9p sANUa} YUdWATRI9 IUOS saTeIapo} 
soIgIUeUY SUONNANSUT say ‘9ITULIO;UOD 

dp oipeo 9.10U op souta] xNY 
‘uoneiedss op suy xne sargioueUy 
SUONNINSUI sop uras ne dovyd ua stu 
snssad01d np suowsoyur say snou ‘uonesedas 
JUIPULUISP S:IMIIVUIUIOSUOD Sd] IURSTA 
suonisodsip xne uonoesyul oun quarsroddes 

mb simajeurutosuos say anbs10'7 


“SOULIOJUT 9.99 UA sUOTNOA snou ‘sanbrprinf 
suonestygo sas a190dsau sed vu osgioueuy 
uonniysut sun nb asuad snajeurutosuos 
UN IG “SINIIVUILUOSUOD Sd] JURSIA SaTR.1IP2} 
sto] sop suontsodsip say 10199dso1 JUaAIOp 
sa[elapay SorgIouRuy SUONNINSUI So’T 
‘gyeIouTAoId UONRIUIWE]S91 sNOs sorgIoURUy 
SUONNINSUT SINL,p 19 SATITIGOUT SIM9[VA 
Ud SIANINOD soy ‘spanqnur spuoj ud s19.4INO0d 
So] ‘JUAUTIDURUY Ip $939IN0S Say IIpeo 
ap saanesadoos say ayono} mb 99 ua aio ne 
JUNINL,P IYSIAUT 1S9.U DADV/T ‘Ae4apay 10] 
dUN p NIJAA UA Sd9NsIsaIUa NO ssaniNnsuod 
aid ap ja aionpy ap ‘saouranssep 
S9191908 sa] 19 sonbueq say asned ud JUS OUI 
mb sajureyd say ans ajgnbua j4qDW 7 
SAN@}EWWOSUOD Sa} 
queSIA suOoI}sodsip xne saArzeja4 saquie|d 


‘juoyoenes A's nb syuswiaysas 
xne nb Isure worvuLsofut] V Sd9IV.] ANS 10T XB] 
G19 syauuossad spuamiausiasuas sap u01q9040.1d 
D] ANS 10T &] & aMIA{Nsse Iso dDUASY 7] 
‘SAOV,| Jed oainsse jso UONRULIOFUT 
91199 op deNUEpyUod ey] ‘sma VUIUTOSUOD 
Sa] JUSTIA SuUOMISOdsIp xne JUDUIOFUOD 
dS SalvJapa} SorooueUy SuOnMANsUl 
so] onb 90 & Jaypiaa nod sarressao9u 
asni jrnb spauuosiad syusursusiasual 
Sa] I[flonoes nad asessturutod aT 
‘aoeyd ud stu 
UO soyeJopay SosgIOURUY sSUONMINSUT say onb 
sajureyd sap JudUIAITe.n ap sausTURdaUT Sap 
SINAYLUUMUUOSUOD Sa] ULIOFUT aT[a ‘uepusdary 
‘INIIJOANO,p Samay Soy NO UONNINSUI,| op 
sanbniyod say ‘aoraras np aayjenb ey auruto0s 
‘« [RIDUIG JOIAIAS » a] JURUIIDUOD saquIeyd 
So] JOPseI & sasTIOINe sed 3S9,U IT[A 
"SINDILUTLOSUOD S23] JURSIA XNeIOPIy 
SJUIUII]SA1 Sap 39 STO] sap suontsodsrp 
Sd] JURUIODUOD SUOTORYUT XNe saat] saqure[d 
Sa] JUSUIITNAIS Joe. B ddITTIGvy Aso sDUASW/T 


3JdDV.1 OP F19U 


DAV. 
ded sajuiejd sap yuawazesy 


SAND}JEWWIOSUOD S9p 


sjuswauUBblasual ap SapueWsp joa sajule|d 


“aINPBANO,P 
sainay $9] }2 UO!}NZ}SUL| 
ap senbiqijod sa] ‘a21A10s 
np ayjenb ej auiwod ‘« jes2uab 
BIAJIS » d] JUeUIBIUOD SajzuIe|d 
$9] aipnosa. inod sajainueuly 
- $UORNYYSUI Sap Ulas Ne ade|d 
ud SIL SNssaz0id Np SUOWWOJU! 
sa] snou ‘uoneiedse. JUBpUeWEp 
sina}yewwosuod saj anbsi07 
Ee 

| *S.INB}EWILUOSUOD 

$9] }URSIA SUOI}ISOCSIP 

xne uoipeyui no e A js 

JIUIWID}Ep Anod ‘aje1apd9} 10] 

auNn,P NPIA Us s9_E.1}sIHa1Ud NO 

$99N}1}SUOD }91d |ap jo SIONpy 

OP S9}91D0S Sa] }@ Sa 2ueiNsse,p 

$9}9190s sa} anb isure sanbueq 

: Sa] asned us }UAa}} EW INb 

sajuiejd saj uns ayanbusa 549V,1 


0z e6ed 


‘a]]IoAIns DADY,[ enb sanaieururosuos 
Sd] JUBSIA S}UBUIA]3OI Sop 1a suONtsodsip sap 
jenjor 3e3I9,] onbipur <j oxXouue’y] ‘awuULIO;UOS 
e] Jomnssv nod aduasy,| zed said ap orams sa 
uonroydde | JUOp simd9yVUTUIOSUOD Soy JURSIA 
suonisodsip sap 39 sjuauIayses sap neayqri 
UN JUSNUOD +) oXIUUR/T “SINAIVUTUTOSUOD Sa] 
jursiA suonisodsip xnv saaumsaid suonoesyul 
sa] nod aduasy,] Ms aonb seo sap uonsas 
ap snssao01d ay suasaid g oxouue/] 
‘suousur snou anb sajygnbua sap pro 
3] Suep suouaiqo snou anb uonesoqey|joo 
AP d1dap 9] 19 UATTDJOqI[ap astuTUTOD 3Sa 
no anbiwi93sAs 9.1p10,p 189 ‘9TOST seo uN yS9 
uonoeyur| ayjenbey] suep aimsour ey ‘autayqosd 
np s.uonba.y ey 39 oyAesId ey JUdUTUTRIOU 
‘smmojoej sinaisnyd ap puadap auuop 
sto un suep suojdope snou onb aysoiddeq 
“SINIIVUIUIOSUOD Sa] JULSIA SUONISOdsIp xne 
UONOAJUL.P Sed Sap siMjeU kT 9p UONRoTTgnd 
e] ‘Ney 9] [LS Jo sopuowe p uontsodurr,| 
ev UOIsENsJad LI Sp JUOA dUUIOJUOD KY JaINsse 
inod suosijyn snou onb sapoyaur sarq 
‘uontsodsip 
IND] & 1O-INJdO STU SUOAR 19 dIPed o.0U 
& SUONSASSNS sina] Ip s1quiou UO a1d9IUT 
SUOAR SNONY ‘S]ULUAATOIUT Sap SdtTeIUIUIUOD 
say 1a wodde | raqo1[Os op 19 asTyouR.y 
93N0} Ud sa9pr sou Jaseised op smused v snou 
Jneansuoo snssod01d JT ‘sYURUDAIDIUT $3] 
DAL SUONEINSUOD sayseA ap NUS} OAR soide 
IUULIOFUOD ap dIped uN,p daI0p 38a,$ IT[A 
“UONRIUIWI[SaI ap sJINVUI Ud IT[aUUONTpe.n 
ayooidde oun sed asyyan.u 4D 
"sian sap ied sagnqsayja sapnad say 19 
so[elapoy sargioueuy SuOnN NSU sep UONeNIIS 
e] op januue uswexd | ‘sjuaWOUsTAsUaI 
ap sopurulap sap jo sajureyd sap asdyeur.] 
‘sINIILUMLUOSUOD sop saidne sasepuos sd] 
‘« sosaysAu » suONeNyeAd Sa] SUOUUONUOUT 
‘UUIOJUOD ey] JoINsse inod uoNsaIIq 
ey asodsip Juop s}UAUIN.SUT Soy TUITE 


“QOULTPIDAINS kS OP s}eINSar say soqnd puas 
jo saqureyd say ans ajgnbua ‘sapoo sap yoadsas 
9] A[[feamns aya ‘Uy ayI00 W “JUAULIO;UOS 
A's sayja,nb 99 puane,s quasy | 
‘ronbrydde soy e soso1oueuy suonmansut 
sa] tastqo sed ynod ou DyDy,{ anb 
amp nda mb 99 ‘« sasteyUOTOA » sapoo ap 
Usv,s [LS sUIg Py “sestida.nus sained say daar 
Ups sp d1gNeUl Ua SUON IAI Sa] 39 IGap 
ap saqieo say auTUIOD suONsanb sap qUatANOD 
S[J ‘AUNpuoS Ans] Jopins nod sosg1oueUYy 
suonnqnsut soy sed stid syuawasesua 

SAP JUOS SdIILJUOTOA SaPOd sa] 


*“SQOUPPUY] SOP JO[IIIP IP INA Ud *)Y)V,[ 


AP IAMS dP SoUtaisAs Sd] JO]JIOAINS « 
‘SIND}LUTUIOSUOD sap 
$19.191UI so] Jasai01d & JUesTA sorqnd 
SJUIUASe.IUD SAP 1d SAIILJUOTOA aIMpuUod 
ap sapoo sap Joadsays 9] JAT[IOAINS ¢ 
‘QUTWUIOJUOS 
dP dIPed Nv JUdULIOFUOD as sayja.nb 
Jainsse,s mod sayesapay sargiouruy 
SUONNINSU! Sap UONLNAS L] IOUTUILXA » 
‘(soddes juasaid np oinatsaqjn ansed 
dun suep [ieap ua snd apsoge 4sa dupes 
9) AILIYJO,| JOYA ws Jo ayULIOFUOS 
dp aipeo np uoneoydde | 10198 « 
‘aqms JouUOp 
A j9 soguUONUOUISNS SIO] Sap dN | 
NO 9UN.] ap JURAITAI SIMI VUTUTIOSUOD 
sop sajureyd say ans ajanbuo os1ej « 
: saqUBAINS Sa] JUdUUDIdUIOS 
UONIIIIC] P| ap saryiqesuodsar so] 
‘junidtua p 3n0d Np uonesyNArp 
PT 1d SAWANIAT[OS PI SJaaua soyyiqesuodsea. so] 
Ins soyjanuue suonesepsap op uonesedgid ey 
‘saqureyd sap quotuaqen ay] mod seinpaso.id 
ap uoneroge[a,| ‘O7OV,| ep sodo.d 
& SINIIVUIUTOSUOD XN UONRUIOJUT,| op 
uONkoruNUTUIOD ey ‘sonbayp say ans spuo} sap 
anuajai vy ins sonbniyod sop uonesnalp eb] 
SUONINIIOI IAAL SIdI{ S9IUDA So] ‘saTVsundoNs 
ap dINQoULI9} kT ‘Pe19pa} UIUIAUIDANOS Np 


6| e6ed 


sonbayp ap quotlasstvoua | *]Ik19p 9p yodap 
ap sayduros ap ainyteano | : 19-Sa][99 IUTUIOS 
SOUANOR Sop & JUAHAANL]II S9OUISIXA,P 
juousedurosse,s suonisodsip savy “JUIULIOFUOS 
A's samiafnsse soigioueuy suonnynsul 
say aonb ays0s Ud IRF 19 SANIIVUTUTOSUOD So] 
yuesiA suonisodsip sop uonrorydde | ajpreains 
DAV] OP WAsnpur] oak suoneyjol 
sap 19 sUULIOFUOD Le] ap UONIITIC] PT 
ORION Oey SEs 
Ap « PUWIOFUOD kf ANS sJUSUTOUSTasUay » 
uoNdas By suUBp JaIIp US suUOTsOdsIp sad 
Joynsuos yuaanad sna VUUIOSUOD S9’T 
[pasa ap saa1qvsadoos 59191908 Sa] ANS 10] @ 
‘Jad ap 4a atampy ap 52491908 Sa] ANS 10T @ 
‘SOIUDANSSD P 50491908 Sd ANS 10T 
‘sanbung Saf Ns 10] e 
: SOJUBAINS SIO] 
sap S.INAIVUWOSUOD say JUeSIA sUONIsOdstp 
sa] wuosesd vpouny np asqiuvur asaravud 
Ud UOLIDULULOSUOD VI ap IIUADE ] ANS 10T BT 
al}snpul,| 2Ae suolze]a4 
SOP }o SPIUOJUOD e] Op UdIIIIIG 


‘uonvoruntumtuos ap 19 anbueutsoysut p 

IIONLUI UA SAdTAIAS Sap I1ua}qO 

inod epeuery XNvIUIUISUIBANOS S9OIAIIS 

jo sorqnd xneariy daAv UN Jo ‘sargrouRUy 

jo soUTeUNY SddINOSSaI 9p d1QHeUI 

Ud SAdIAJas sap ITuaIqo Inod so1gioueUy 

sUOMMINSUI Sap JULpUSyUTINS Np nesing 
a] Dav dYILUT UN NpPUOS & OAOWA 


69Z p : }2e1U0D ap sasiid ap je}0} suquio,y 


(9) auuosiad us says, 


(76L) sJel4ano> 


(822) sezne7 
(Lye y) senbsuoydajay sjaddy 


(Z anbiyde6b aj issne 110A) 


(Zooz Sse LE Ne LOZ 814010 HZ NP) 


z anbiydean 34DV,| 22Ae enbiunwiwod yuo sinazewuWOsUOD? saj JUSWILOD 


“STIOSLSSAU JO JOLIAMNOD “[rRAR NL 9ILINOYS Jo 
ajues ‘aynogs ‘onbueuLsojsur ‘syUIUINIOP sop 
uonseas ‘suUONeT[RISUI Sap UONSas ‘JaLaieU 
np uonsas ‘sjauuosiad sqUsUISUSIasual Sap 
uonoaios1d Ja UONLULIOFUT,| & SQdde “soOURUY 
‘SoUIRLUNY SAIINOSSOI : SJUBAINS soUIeUOp 

sa] SULP SAdTAIAS Sop doulas, & 9.4JO 
SJULASIUTUIPL SIOTAIAS SOP UONIAIC] CT 
SpIPesPSIUIWIpPe 

SOIIAIBS SEP UO!I9IIG 


‘JAOV.L ep suonesgdo sap a 
jepurur np syoodse say sno} Ms sjlasuod sap 


QUUOP [J *AATLSSTLUIOD NP WWIIaIIP IAgfo. 
19 doUaSY,| ap UONSAS ap siMONMNIs e| ap 
anied qey aonsnf ke] op o1eqsTurU np [lasuoo 
-JROOAK UT) “OADYV,| & sonbrprnl saora.1as 
sop WUAMO} donsNf ek] op [e4apay a1QasTUTUT oT 
senbipunf sadiasas Sap UO0l}941G 


‘saaaja nad swf 
y saqgusory ySa artreyndod snyd vy ‘sammyoo.1q 
sou Tue “S1OJ OOO L ap suyd asreysay 919 
B [I ‘asng ap SasMIUYG SdnALas ap AMaqVULULOSUOd 
ip apinty a] isa gynsuoo snyd 9] asp 
Ud JUIWINIOP AMON “UONNLASIp ap Io 
uorssaiduitp stey sap soussed9.p owed mb 
90 ‘suonrorqnd say WaUtaye1Ip Jasseyoa[ay 
yuawayese Juaanad simaiUIUIOSUOD So"T 
‘a1Ip ua suonvorqnd sou stoj (OO g ap said 
J[NSUOD JUITVAL SINOISIA $9] “ZOO SVU TE 
ny *« SINAVUILOSUOD Say INOg » UONIAS 
vp ap atams ‘agusta yusuurenba.y snyd ey asa 
dus Np « SeIPSUI Sap af’ » UONIaS eT 
‘siour avd suuadow ua suonestues.10 no 
sauuosiad (90) § UOITAUD,P « SOUSIA > JOO 09 
ap said suoaasar sno ‘orpqnd ne suojuasaid 
snou anb ayqista qadse J 1s9 Gay aS ANON 
29°26'2e34-2j9e MMM //:d7}34 
2M aus a420N 


‘Ype4o ap $a11evd So] WUSTeUIIIUOD 
‘yNOI Ud COG | WOS ‘saap1oge suonsonb 

sop Menb un uoMmAUG “sn5at 939 JUSTRAR 
SINSYSTA 9 S[aLNod ‘sanjay ‘sonbruoydayas 


sjadde 69/ b ‘7007 sHeuI T¢ NY 


gL e6ed 


"JURAINS d]qeIANO NO! a] sadessout 
xne puodals UG “satay sanof say 39 ouTRUTAS 
ap suy soy yuepuad ‘aima19ano0,p sornay so] 
soide asessow un Jassie] quaanad yuayjodde 

inb sauuosiad sar] ‘(Qsy,] op ayeurzou andy) 
Y ST BOF Y 8 Ap Woano Ysa aQUAD aT 

*XIOYD INI] op a]JaIOyJo onsury 

P] SUBP OPI INI] ILYZO 39 sia VUrUIOsUOD 

sap suonsonb xne aipuodai anod saysaqye 

uos A UONLULIOJUL p s]uase soq “eprurD np 

siodap-aourinsse,p aja190¢ ke] Saar advised 

douasy,] onb do1Aras ‘sina VUTUTOSUOD Soy 

JAAR SUONLITUNUIWIOD ap aqua) Ne psioqe.p 

JUdssaIpL,S SINIIVUITOSUOD XNIIqUIOU 

ap ‘souasy,] doar Jonbrunururo0s nog 

sana}yewwosuo0s 

$a] BA SUOIZEDIUNWWOD ap a4jzUa>5 


‘suonednosoa.id 

SIN9] 9p JoMdsIp ap 1a suonsanb s.noq 

e aipuodi ap ‘souasV,] ap SaIANoe say 19 

jepueUul a] Ins urod 9] dare} ap Jo JOWLIOFUT 

sa] op uye “moriodns Juswaustasua p 

sJUdUAss!]qeia Sap & 19 syeIUDWIOUIAANOS 

onbnyod ap sadnois sanne.p enb isure 

sorqnd siaarp sao ev sasodxa sap a1uasaid yuo 

S[] ‘Solgioueuy suOMN SUI sop sJUKasTIIp 

sromuaid sap jo Jaiuevuy imaqoos np 

suOneosse.p ‘UONeIUIWI[sAI Ap souvd10 

SAN, p ‘SINIIVWIUOSUOD Sap asuafap ap 

sodnois ap seidne sanuai suoneyjnsuos 

sajsea op e& odronied xnap sno 1uU0 JuTOlpe 
JITVSSTUIUOD 9] 39 IITRSSTLUUIOD 97] 

‘asUq ap SasvIUung 

SIMLIAS IP ANAIVULULOSUOI NP aPINX) 2] 2 -11s10q9 

snod Fy : 4upasd ap satya say SuonRar|qnd 

xne yuorersoddes as npuodas & UORDAIIC] 

eT Soyjanbxne seipaul sap syusuIAUSTOsUaL 

ap sapueulap sap sro ey op snjd ‘tsury 

‘suonrorqnd sayedioutd sas ap quoweoury 

3] 19 DUDS] Ap oIMIJOANO J J9dUOUUR 

inod sa.yne a.nua ‘sanbrunururos sap atyjqnd 

& fq ‘oyqnd ne souasy,] eaeuUUOD oarey 
XNOIU & IpfVar.n UONaIG] ef ‘aN Uy 

‘suonrorqnd 

Sas JURSIA SapuvUAp [ET NSIT Wear aya 

19 ‘sassaraqUl Sasane,p & 19 SIM9}eUTUIOSUOD 

sap asuajap op sodnoid xne ‘sorgioueuy 


suonnynsur xne ‘sonbamporqrq xne 
‘soindgp xne Dy 4DV,] ep swoddes xnedioursd 
sap unoeyp ap sosreyduroxa QaQg | op snyd 
aysod vy aed gAoaud eae sonbryqnd sosreyye 
Sap 19 SINBJLUIUTIOSUOD Sap UONRINpa,| 
ap UONIIIIC] PT “TOOT seul [¢ ny 
dagmnoy snoa qnad spd zaavs au snoa anb a5 « 
SAMAIDULUULOSUOI 
say 1a8 904d V 4a Aanbnpa 0 SUOTTIVAV.AL SNON] 
SJasaqul Soa ap uotjsaj0.1d UT e 
saaaga nad swf v sazdusor) « 
ssaynayffip sap zaano.sda snoY e 
JSALLOG SAS JVULAAL IJVSANIINS A402 1S Vo 
: sanbyroads sjafns ap queqTe.n 
samnyposg ap siqurou ureqs99 un atyqnd 
& OT[9 ‘OaIey 9d INO “SIMNaIeUTLOSUOD sap 
souyiqesuodsa. say 39 sargiouRUy suonNINsut 
Sap SUONRST]GO Say aFeUUOD oITey XNOTU 
dp dasILYS JUIUII]VI9 ISA UONIIIIGY PT 
‘(ayoueyg snenbne ke) saarid onbieu 
& souteourq sanbneuroqne sjayomns 
Sa] AUTO sjalns op oie. 19 NUDADI 
d]qiey & SIMA VUTUTOSUOD Soy dtUTULIOD 
9191908 BP] dp SJUIULSAS sUTRIIID ap 
SUIOSAG Sd] INS JUdIIR | Issne JOU ApIN+y 
NP TOOT Uontpayy ‘surosaq sina] & xnoTU 
9] puodas mb yreys0j ap adAQ 9] arstoyo 
ap qo saiyiqissod sassaarp Joreduros 
Op ‘SoITROUL SIDIAIIS OP I1QNLU 
Ud SUIOSaq SINa] sIpussdtuo0d ap sudsdour 
So] SIMIILUIUOSUOD xNe sUUOP aTjanuue 
uonroyqnd ana ‘asvg ap sasvoung 
SIIMALAS IP ANILVULULOSUOI NP APINE) « 
‘ejo asedury ua 
peso op saves xne oidoid arsojouruisay 
ey anbrydxa 39 ‘sayqeiiea sonep 19 
JoINUT,p xe} sap syneseduros xneajqei 
Sap JUINUOD ‘YIpeso ap sazivo ap sadAy 
squasayfip say anbrydxa woneorqnd ane 
“4181049 ap SNOQ Jy; 44pa.std ap SALAWI SIT « 
suoneorqnd xnap impold 
v UONIAIIC] kT ‘UY a0 W *« quooddes 
A's nb suonsanb sap 39 srotoueUy SOOLAIOS 
sap uorsuayasdurod ek] > ast10Aey DOV 
anb a8rxo ypyuny up asatauvulf a.tarqvu 
Ud UOL|VULULOSUOI D] ap aIUdDP?] ANS 10] KT 


“SOWJOJU! B19 US SUO|NOA 
snou ‘sanbipiinf suoijebijqo 

sas apedsai sed eu 
asaioueuly UO!AN}YSU! BuN,Nb 
asued jnayeWWoOsuod uN IS 


496a}01ga 


senbnp3y 


“a49/9UeUl} UOIINI!}SUI 
aun,p ulas ne ejdwod ap adiAJes 

AP PE}O} UN No ypesd ep eyed 

UN JISIOUD e SiaiUJEp Sed Jeple 

jnad — sina}ewuWosuod saj DeAe 
SUOIJEDIUNWWOD Ap 94}U87) 84}0U ap 
adelpawejul,| Jed e Ga; els e1]0U 
suep — sunajyewwosuod xne suonb 
-lUNWWWOD snou anb uolewJojul7 


SHIJEITSIUILUPE SOIIAIBS 
‘SIIPUUOIISSD) 
XNOJIDH) a1aig-ueer 


| enbiydesy 


ZL eBed 


“SJUPUDATOIUT SIP 19 DOV, | Ip Goa ets 


np ‘svipaur sep asture.nua | ed uoneuLoyur,| 
asnyfip 1a ‘sadepuos sap dUQUT 39 sayIayoaI 
sap anqoayjo ‘sargioueuy suonMaNsut sap 
sanbiprin{ suonest]qo sop sinaivurtuosuo03 
say Jautroyur snod syuswmMoop sa.ane.p 

19 sopmns sap ‘sarmyoosq sap s1edgid 
sanbryqnd sosreyye sap 39 sana}eururosuo0d 
sap UoNvonps,| xp UONdEMIG eT 
senbijqnd 

sasleye sap je SINS}JEWUILUOSUOD 
sap uol}eonp~a,| ap uolzaIq 


"SINIILUTLUOSUOD 

sap ona ap qurod np a3duroo yusuuaN 

SQOULULY Sap aASTUTL Ne 9ITUIOD 99 Jed 

stuinoy sanbrsarens spiasuo say anb ainsse.s 

[I ‘dN 99 & 19 ‘sIOULUTY Sop dAISTUTUI-SNOS 3] 

Jed gpisosd ‘moriadns yneyynsuos 9qruIoD np 

Jo ‘sargIouRUY, SUONNINSUT sop JuUepuazUTNs 

9] aed aprsaid ‘sargioueuy suonnyysut 

sap doukT]IAAINS op dTWIO‘T) Np ated Issnv 

Ue} [[ ‘[lesuoo np arses op ayo Ne asets 

Ja epeuey np sodap-adue.nsse.p 9391005 

vt] op UONeNsTUTUIpe.p [lasuoD Np sdyJo,p 
IIGUIDUT 1S9 DADYV,| ep olessrurur09 aT 


senbijqnd saieyy ie 
SIN@IEWWOSUOD Sap 
uoleonpy ‘ed141D341q 

Kean uesns 


dl4SNpul,| Dove 
SUOIEJay 1 SUWAOJUOD 
‘QD B1q 

uljnod ajjaueq 


julofpe aulessiwiWwos 
uoleD wit 


||BSUOD-JEIOAY 
Asaeg uaydays 


SA}ESSILULUOT) 
wyBiuy| IIa 


epeues np asaioueuy asarjew ua uolewuosuod e] ap aauaby — awwesbiuebiC 


(‘squduIaUStasuds sa.ane p 
Inod auwiJOFUOD ek] Op JULI. UOTIES 
eT JaqNsuod ZayINIA) “$ YOO OOT epurone 
jueanod sapuaue sop Josodunt 39 UONLIOLA b| 
ap sinjeu vy anbryqnd ospues yuoweyess ined 
DITLSSTUUUIOD 9’T “SINIIVUILTOSUOD Sa] S1oAud 
SoANesIsay SuONRSTTGO sas sed qpdures 
dU dI9IOULUY, UONNINSUT 9UN Is UONLIOIA ap 
[eqsaa-sgooid un sossorp ined TT “QD F. s 
107 vy aed nagid sasrerunsed soane.nsturupe 
suonoues ap ourisas np uonroydde | 
dP aSIVYS JOUUI]L9 1S9 9ITLSSTUTUIOD 97] 
“SJUBUDAIOIUT $9] 
JIAK UONLIOGRIJOS UA ‘sIMa]VUTUOSUOD 
sap uoneonpa, snod ayeuoneu 
JJyoa,| B S9dIUL] SOANLNTUT SI] ILGILID « 
‘sorqnd syusuasesua 19 sate UO[oA 
aunpuos ap sapoo seidoid smgq & Jo 
epLULD) NP JUSWIUIOANOS 9] JBAv SUIS 
quo soqjo,nb ayuajua,p sejoooyo.4d xne 
‘satqrordde quos sna] mb simeyeururosuos 
So] JURSIA SAANLISIda] SuOMIsOdsip xne 
JUIULIOJUOD as satfa,nb zaimsse.s snod 
‘g7eIapo} UONLIUIUII]S91 SNOS SaIgIOULUY 
suonmnsut ()/+ ap snyd Ja]]I9AIMS ¢ 
SUONP.NSTUTUIpe | 9p 
jo souTeUUMY SddINOssaI sap ‘ssouRUY sap 
‘soururersoid sap uoNsas ke] ap sjoodse 
Sa] SN} ap srqesuodse. ey Journsse 
JUSUTLURIOU “J FDV,] OP SAUANI Sd] 10193 « 
‘OAV 
ap SUONeILISUOD Sap 19 SILANOL sap 
SQOURUT] SOP d-QSTUTUT NV JUdUAIITINGII 
didwi0d dipudas 19 JUIWII] IV 
ne zoddes un aauur anbryp sasodap 
: SOJUAINS SO] 
jusuuaiduros sayiqesuodsas sag ‘aouasy,] 
dp oilessmtutuod JoTUIIId 9] IS9 YSU, [II 
‘sue buro e nbsnf so77e yueanod aporied oun 
Inod sururou 3sd DADY,] ep lessruUI09 97] 
SAIESSILULIOD 9°] 


uolzesiuebi0,| ap sazyiqesuodsa. ja sajoy 


f 
i 
\ 
2 j 
t 
t co —_ 
| aes ie | 
MBN Svan & i 
: - ' 
. . j 
¥ { | 
= { 
iY i f t 
if \ 
1 | 
{ 
| j 
i § 


‘ | 
£ } . 
& 
& 
y | 
{ \ 
re ee] 
. jan 
: ¢ 


*SUIOSaq S.INDd| 
Jqez Jo Sa1gIDUeULY SapNyqey 
sina] 41Ulep nod JIAJasS 
8S JUaANAad sunda}eUIWOSUOD 
Sa] JUOP jN>e> ap sajjina} 
Sap }2 Saji}N sslowaU-aple sep 
anb sure ‘xd sina] 38 SselueUly 
syinpo.d saj ns sanize1edwos 
SaauUOp Sap }UBUUSIZUOD 
32 se) aHeGHue; ue sowudxa 
S|I9SUOD SAP SNd}EWILUOSUOD 
xne JUajO suo!}ed1|Gnd son 
pe ee 
INB}DasS Np s}UeUSAIS}U! 

S3] BAe SUO!}E}NSUOD 

S9}SEA ap nus} JIOAe 

saide a}IW4OJUO?D op aiped 

81}0U a1Ogeja suoAe SNON 

*SIND}JEWILUOSUOD Sd] }UPSIA 

Sajeiapaj SiO] Sap suoi}sOdsip 

XN JOWUOJUOD 3S JUSAIOP 

aje1apaj uone}UaWes/be. 

SNOS S219IDUCUL SUO!}N}YSU! S39] 


vL e6ed 


YSU “5 weIILA 


‘epeue) np 
d1QIOUPUY d1IHeUI Ud UONPUIWIOSUOD 
eT ap dUdsSV | IP IITRSSTUIUIOD OT 


‘aquasoid anay uo nb sayureyd soy Japs. 
yo asod ana] uo.nb suonsanb xne aspuodas 
quassind saigioueuy suonnansut say anb 99 & 
Jo ‘sagIIe[99 SUOISIDap Sap aipudid ap osnsout 
Ua 10S Jo sJaloURUY syMposd xne saooe 
JUIUI9[IOVJ IE USTPPULS IMIIVUTWIOSUOD 3] 
anb 99 & Ja]JI9A & 1919] UT JUO S.M9eUTUTOSUOD 
Sa] 19 JoloULUYY IN9}9a8 9] ‘souasW/T 
‘SINDILUTWIOSUOD $d] 
juvyono} saurafqoid xne aansvoid uosey ap 
Jonbene,s & suonnaNsur soy JuOJapre sysoddes 
Sar) “SAMANOL s.iM9y] JULUIENUOD stogid sjains 
sap ams unjzoddo sduia) ua satjqnd syioddes 
ap dULIOJ sNos aigIOURUY UONNINSUT anbeyp 
& SJUIUAUSIASUdT Say Issne suOJanbrunuU0d 
snoyy ‘said ap quayono} say mb xnoafua,p 
douessieuuod aipudid Juassind susrpeurd 
sa] sno} onb uyer uoguane a.nou ev dai10d 
UO SINdVUTWTOSUOD say onb UONeULIOFUT,| 
Jasngjip & adesua sins out of 
“9UIOJUOD A:S Ja TO] RT pudatduroo jauuOs.sod 
Inay onb s91nsse,p sanuay yusurayesa 
JUOIAS SUONNINSUI savy *souta;qoid sougUI 


aN 


Sa] JUa.QUODUDI SINdIvUIUIOSUOD sane p onb 

anbsiit 3] asmpas ap uye unjsoddo sduray ua 

aif ay Inod ja “1ajao9ep ap smuiad v souasy,| 

dP dULIOJUOS ap a1ped a] anb saunoey 

sa] Jajquioo «nod sasgioureuy suonninsut 

SO] DIAL JOTpIeAR.N & QUTULIOIap sins of 

‘QoUdSY,] Ap siNazeUIUTOSUOD sap UONIaIOId 
op Jpurur dy ayono} mb 99 uy 

“rruaj qo] 1nod 

aipuedd As JUSUTOD Jd ITN YreJas ANI] 

UOHeULIOJUL,p o1u99 Janb soaks JUaTesAdp 

S[I ‘SUIOUL 9] INO] Y “saigIOURUY suOTSIDap 

sauuo0g op aipuaid sod uLOSaq JUOINL SII 

JUOp saduessteuUod soy Jonbor ek suarpeurs 

sINIIVUMUOSUOD op UONeJ9UaS suTeYOId e| 

Japre nod syueusiasus say doar vsoTpIeARsy 
DAOV. ‘A[qissod np simsour vy sueq 

‘Yap 99 JaAa]a1 op JuoMuIEd 

snou mb saqpiqissod say eloururexe dua8VW/T 

‘Q1QIOURUY, d1QNVUI Ud SadURSsTRUUIOD 

ap quauTUTesyyNs Janbor quassind 

suoipeue’y say onb nod aseq ap aipro 

un doejd ua ao v aasisuod yap jedroutd 

a.nou aonb aqsayruew Judtaap [] ‘surosaq 

sina e puodas mb argioueuy UONeULIOJUL,| 

dP SUIIPLULS SINIIVULUOSUOD Say S101 

ap sarod ey] & aOUT Ap SAdLNRAOU SUOSe} 

Sap JAANON SUOAaP snou ‘UONKINpa| & 


SOAN LOT SOANLOTIUT SOU Ip IIPeo 9] SUL C] 


€L ebed 


“‘Ivjo adesur] Ud ssIpai syuvonps syuUIUINIOp 
sap quatwiaploey aanooid os yuassind 
suna}vUTtUOsUod saj anb 9310s ua oTey & 
}9 ‘OII] & SA[IORF ITTOWIJUI-apre Sap Ja Splasuos 
ap sais] sap apduroxe sed ‘simajeurutosuo0a 
sap UONUAIUL| & Sa[QN UONLULIOFUT,p 
SJUDIUMSUT Sop JosOqeIa,p Uye 
IN9IIIS NP SJURUIAIOIUT SO] DOAK JOT[IVAC.D 
@ auItuJajap sins af Quenbgsuos seg 
‘soyanut sonbsir 
sap Ja110dur09 Jo Ans}eUIUTOSUOD Ne Jays 
Jajnoo jnad 9UIOFUT [LUI JULIO Us SUOISIO9P 
sap oipuaid Quepuada’y ‘sasodo.d sssioueuy 
sumpod sap sayxefduioo soy Ja-4yrypap 
ap 19 sJQ1IOURUT 9JQNLUI Ua SOIp sing] 
aipusiduros ap sduraq a] a1pueid ap xno 
nod aployytp isa Jt qa sadnos0 sa.n qos suas 
say ‘sunof sou ac] “saisijeaa SUOAOS SIR] 
“9YILU I] INS aIMpuod sug 9uN.p aanad 
assey UONMINSUT Ana] anb 99 v a1pudNe,s 
dp Ja SHOP sao Ja919xe,p sajqndaosns 
snjd quos sasgIoueUy SUONNANSUT Sap 
SUONRSITGO Sa] 19 SHOP SAMI] JUassIeUUOD 
mb sanajeurutosuod sa’q ‘storoueuy 
SODIAIOS AP SINIIVUIWIOSUOD Sap UONLONps, | 
@ 19 UONIaIOId KY e Ue URAL DAO, 
ap SUONIUOJ Soy 9.US a]qvoLNXeUT usr] uN 
ajsixa jib quapras wesed ou [I ‘guinse4 UY 


SAAISN|UOD SUOIXa}Ja1 SanbjanH 


“IN9IIIS 9] 
suep juauuatamns mb spuojoid syuatwasueys 
sop udap ua sasajoid yuOs sind} eUTOSUOD 
say onb Jainsse & Janqiuos suoanod 
shou ‘sina}VUIUIOSUOS sap a1dUIOd 9] 

Inod J91IULUY IN9XDIS 9] JUeT[IOAINS UY 
‘surosaq sinay & yUapuoda.s nb sso1ares 
sa] 19 syMpodd say ‘x1oYo Ane] ap satgIouRUYy 
suonmasut sap sosdne ‘sruaiqo.p JuOMeuLIed 


Inay Mb UOHRULIOJULp S}USUTM.NSUT Sa] 
JULUUOP INI] UI SIMI}VUIUTOSUOD say JaITTIqey 
e atofdtua,s DAV] ‘Sineiwurutosuos 
sap sjosaqur xne apszosoe,f anb * 
sourjioduit | 18,9 Guepuadao sed esrasueyp 
au mb av) ‘RJoUOJsUe.D 9S LNSNpUry. 
anb ornsaut & RIANJOAD 901 ANON 
“SIOIDULUY S9dTAIAS sya} ap sadard 
Sap JULINOD Nv IUOS sIN9}eUIUIOSUOS 
say onb sainsse,s & UID DAOWA 
‘(aed op sof a] sayqesimoqute.) 
douas.in,p aid ap sai9190s say red 
SasOdUIl $JULITGIOXS 1919UI.P STLAF $3] e 
‘(ayouryg anonbnea e) saarid onbiew v 
sasreourq sanbneuoine syoyomns soy ted 
sgsodumt xnoo sridwios A ‘sed yuspuane,s 
dU SINa}eUUIOSUOD xnaIqUIOU 
ap sjonbxne sasrequaurgyddns sre.y so] e 
‘UOISNJUOD 
ev quajiod 39 sayqisuayssduroour yuos mb 
‘sonboyjoday sa] 19 Iqap ap salvo so] 
Ipado ap saved sey aUTUIOD synpo.d sap 
JULUIDOUOD UONRUIOJUT,P SJUSUINIOP $2] « 
: 19-Sayjao Juaurtuejou “uednso09.1d 
SNOU SIOIOULUY SAITAIOS Op S:IN9ILUILOSUOD 
say] JURYONO} suoNsenb sa.nne.q 
“SUITPPUL SINIIVUTUIOSUOD $a] SO} 
Inod aseq ap SIOIOULUT S9dTAIAS XN $99IV,| 
ap adiourid 9] 1asa}01d suorssmd snou 
anb snod yanuassa 3sa,7y ‘sayduroo xnev $9008 | 
Ins queaiod stoaid syuauiapsei1 sap aidope 
Jo d1OQR[A JUSAUIIANOS 9] ‘ITUAA & 9QUUL | 
ap sinoo ne nb suopurutuosel snON 
‘oyqnd yuswasesus | 
ap widsay aj0edsai ‘seo sop uorq suep ‘sed 
]U0,U saastA sargtouRuy suonMNsur say onb 
suotuunMsea snou ‘surouTURa Ny ‘Oadsai-uoU ap 
seo UNONL dAdJaJ SUOAR_U snoU QuUoTUAsesua 
joo & yueqoddes as svo ap aurequenburo 
JUN JUTUTeXd OAR saIdy ‘aseq ap SotleouRq 
SOTAIOS XN SIDR. | INS ‘sdIQUIOUI S9s 9p WOU 
ne ‘suatpeuro ssombueq sop uoneossy,| 
sed srid orjqnd yuourasesua un.p yoodsa1 
NE If1I9A DAOYV,| Queurour 9] nog 


ZL e6ed 


‘Upado ap osaneu us 

s1UNPsI9IUL SAINI] Ip UOSTeI Ud JUIWTR.I9UIS 
‘gareoueg d1dur09 UN ILIANO,p asnjor & 

uo sjonbxne sanajeutuosuos ap yusuuaTAod 
UONLIUSWI]959.1 Op JepULU UOs ap dIped 9] 
suep souesVy,| Jed sonsoi sayureyd ap o1quiou 
pues snid a7] elap yuourssap as saouepuay 
sap onb onbiewr. ref sreu ‘stout sanbyanb 
jusuaynas sindap dairessturtuos sms af 
suoijedna.0a1d son 


‘soouepUdl Sap Ja[90ap ap suo1AIUAy 
jo saqureyd sap UONNIOAD,| SUOIAINS SON e 
“SUOAQIAI 
snou onb s}uswaUsTasuar ap sopuerwap 
ap qo saqureyd ap sadAj sap ‘asain 
Jed stoj oun ‘sargioueuy suonnynsut 
sa] 39 o1[Gnd a] suordULIOFUT SNONY 
“QOUR][IOAINS 
ap SUISTULDAUT 9.0U Jd dITULIOPUOD 
ap cipeo a.nou aovyd ua sUOIOUI SNONY e 
“saouessIeUUOD 
sop ueyd ay ans simayeuruosu0d 
SOP SOUNIE] Sd] SUOIITGUIOD SNONY e 
“unaqoas 
Np SJUBUIAIIIUT SI] SUOIOI[NSUOD SNONY e 
‘juoredsue.n 19 19ANO JUsUTIUUOAIAUS 
UN SUP SUOJAT[IAR] SON, e 
‘snou 
Inod aiorid oun e1oimaulap soTeJUsUIepUoy 
SANa[PA SOU ap JUIUIIDIOFUIL 97] 
“SINDILUILUOSUOS Sap SUTOSag xNRIANOU 
xne dipuodas jo amnay,.] ap suonsonb 
S93] Jo[se1 Inod imaqoas np syuRUdAIIIUI 
SIOAIP SO] DOAR uoneszoqeyjoo ua SuOIOTIeARD 
SNON ‘UIOSaq Ne ‘sa]Jaanou op suososredaid 
ua snou 39 ‘suoneorgnd ya samnyooig so.ane 
sou onb tsute .12s10g9 ap snoa Py : 1pa.so ap 
sajin say WOReoT]qnd 3.n0U mof ev suomout 
SnON “Ana VUMLUOSUOD Np sartIqesuodsas sap 
J2 SUOIp sop jo{ns ne VONRUTIOJUT,] 2.10199" 
suodoaaid snou ‘119A & 99UUR] 9p SINOD NY 
pialqo asj0KN 


sedejza soureyroid say 


*SINIIRUTUTOSUOD So] JOA SUOTNPOTUNUIUTOD op 


9.QU9‘) 9] 9aav JuenbruNUTUTOD UA NO qa, 
JUS 9130U JURINSUOD Ud s}UIUWIAUSIOSUdI 
$99 11u93q0 nod UG ‘suTOSaq s.iN9q 
Il]geig 39 sargioueuy sapmjigey sind] sTuyap 
Jnod JtAr1as 9s JuaAnad sanajeurtosuod 
S93] JUOP [NoTed ap sayfinay sap anb 
IsUIe SO[N dIIOWIDUW-apre sap ‘xtid simay 39 
siorouvuy sympod ssaarp Ins saaneseduros 
SdgUUOP Sap JUSUUINUOD say]y “TED asesury 
ud sguttidxa spiasuod sap sinayeururosuo0d 
xne Juayyo suoneoyqnd son 
"SATTRIUL SIDTAIOS Sap NOD 
a] Ins epeueyy oLNsnpuy.p yanuue qoddes 
9] D9Av JUDLUAIUTOLUOD ‘asvq ap sasvIUDG 
SaAsaS AP ANAIWUUULOSUOI NP apinzy 
9] arjqnd suoae snou ‘7997 JOLIAI} 87 OT « 
“QULIOFUOD op a1peo 
ap joloid a.nou ap joins ne Joroueuy 
1N9199$ d] JdAB SUONRINSUOD sap nuad 
SUOAR SHOU ‘7(()Z7 JOLIA +] NV ZT NG e 
‘9]9 doINOssat-auUOS.ad 
ap suyenb uo ‘frear.n ap odnorry 
np quaprsoid uaroure | ‘Aeypoeyyy pjosrepy 
adionsed v ayjanbey e ‘anbrsayes 
uonroyiueyd ap souras asarurasd o.0u 
NUD} SUOAR SNOU ‘Z()()Z JOLIAI} 9 19 6 SAT « 
‘JOIOULUY, IN9IIIS NP sJULUIAIOIUI 
XN JUUWIOJUOD op dIpeo uN.pP ayoneqa,] 
anb rsure sayanoe p ueyd op jofoid a.nou 
stumMos SUOAR snoU ‘Z(\()Z JotAUR! 6 AT e 
"A1S10G) ap Snoad FY : qpasg 
ap saqava say (oddest soruaid anou 
arjqnd suoae snou ‘TQQZ AquIIIIP ¢ aT e 
‘sorgiouruy 
suUOQMISUT sop JURpUaIULINs 
np neaing ne sosgioueuy 
Ja souTRUINY SadIMOssad SOU ap 
UONL.NSTUTUPR | ANSI[ap SUOAR SNOKY & 


LL eed 


‘epeuery np sjodap-aouesnsse,p 
ga10¢ vy e sjodde,p a.nus0 a.n0uU 
dp UONSIS k[ IIFUOS SUOAL SNONY & 
“epruryr 
XNLJUIUIIUIDANOS SIdIAIVG Jo sorqnd 
XNVARIT, 99AR UONROTUNUTLOD ap 
qo anbnewsojur,p d1aNvUl Ud SadTA.os 
ap ayoseUT UN NJIUOD SUOAL SNONY 
‘saiessaogu saoinossat sa] onb Jestyan,u 
& Ja sUONeIdo SOU dp ddUdIOHJa,| 
ITUIIUTLUT & d][IOA SUOAR SNON] e 
“INDIVUTULOSUOD 
np sauyrqesuodsas sap jo suoip sap 319 
quoj mb sammysoiq ap a1quiou urey199 un 
arjqnd issne suoar snou ‘sina}elUOsuod 
Sd] IOAK SUONLITUNUIUIOD ap 9.NUID 
3] — aouasy,j ap sjedde,p anuad 9] aovyd 
Ud STU Ja Ga OS UN JOUR] SUOAL SNONY e 
‘aatid 39 
arqnd simaysas sap snssi ‘sadojduie gz ap 
JAIAJJo UN JUIIOJ 9 91.1991 SUOAL SON, e 
: Jueuazuteu e nbsnl{ sauur. | 
anbavur quo mb sjuerpres syey sanbyanb 110A, 
‘sydurooor aia elap yuo seasoid sop steu 
‘srour sanbyanb sindap aonb aysixa.u QO OVA 
inof a> e suoijesijeas son 


‘jonoj utayd ap 
sap Soo Jaaapor v suoredaid snou snoN 
“QYIILUL 9] INS JUIUIUAIOI 
SLO}JO SIATOULUY S9d1A.1AS Jo SyMpod 
Sap UONIUOJ Ud syuRAsTXO sourUTeIdOId 
So] JURSSISIe[A Ud Jo soUMUeIdOId 
xnvaanou op queidope ua sinayeulOsuoS 
Sap UONRUOFUL,p 19 UONRINpa,p d9NeUI 
ud suTOSaq Sap UONNIOAI,| ap ouuypAI 
d] OAINS WOp suasy,] ‘sAMa|pre Teg “[ONVIA 
SJOATUN UN SUP Issne sTeU ‘PouUUOnIpe.n 
dupes UN sup JUSUTATNAS UOU dIULTOJUOS 
Bl JoImsse p soyqeuaauoo suadout sap 
JIANOD & DADY,] Wl[qo ssoouLuy S9d1Atas 
Sap dYSILUI Np UONRUIOJsULD eT] 


*« SIINOS dp SOI[D » Sd] 19 « SaTesaNoONS >» 
sa] oud xTOYP UN ILFO & JoWUN] as sed ou 
Jd SddIAJas sap uONeIsaId op SapoUul SIAAIp ap 
INOP 2S sajjo-JUaArop suONNINSUI soy ‘Issn 
‘Q19IDULUY, UONNANSUL ANI] ap sfaquaTyo ke & 
0119s Np yuejuaseidar UN ddAv WUDUIDIOAIIP 
dATeJJe o1Tey B oJOIU JUAN ‘sastida.quUa 
sained say stduroo A ‘xno a.nua,p sinaisnyd: 
SIvUI (IIGapP op d11kd Jo ssTKOURG onbHEeUIOINE 
joyorns ‘suoydayay ‘JouraqUT) atreouRq 
anbneursiai e] ap supoururos vy yuatogadde 
SUDIPCULD SINIIVUIUIOSUOD Sa7] 

“squaryo 

sind] & JUAJO sargIoueUy suOnNyNsUT 

saj anb saotAsas say Ins uOIssndted91 sues 

sed esas au aarasqo uo, onb anbrydessowp 
JUIUasULYS I] 19 dUIeNAI Le] ap 

anbndo,| suep sargiouruy suonninsut sino] 
ev snyd ua snyd ap quassaipe.s woog-Aqeq 

Np UONLIIUIS L] Op SOIQUIOUT Sa] “}I[[IOIA 
JYOIVU 9] SIL ‘oUJaIUT NO ssseUO Ne 
saynpout say ‘sjadde,p sazuso say yuos onb 
SIMAIVAOU S9dIAJas Sop UONeISoId op sapoul 
sap Tessa,[ aitey ap sarqndaosns asequearp 
juos saunal snyd sinajeururosuod sa] 
Sad1AJas Sap uol}eysaid e| ap yap 27 


“sIMdIVUTUOSUOD 
sa] Inod anb saszgioueuy suonninsut 
say Inod yuri Inayfour onb eras usa,u 

JYOARU J Id ‘S9dUASIXA SIMI] & dIIv}sSNes ap 
Jd sayjanuarMouos snzd 3.ng,p WO1IIIO}aS 
SUONNINSUT Sa] ‘SIoIURUY] SUTOSAq 

sind] & XNITU 9] Vuepuodas UONnNINSUL,| 
JaAno0.n nod syosew Np 10} da] WUOII5 
SINIIVUILUOSUOD Say onbssO'T “dsTeFFe UOJ 

sft sajonbsay saaek suonn Nsur sap adeqURALp 
JUOIISIXS SOUPIGeY SMIILUIUIOSUOD 

saq] ‘Sediejo9 X1OYD sap o1Te} Anod utosaq U0 

S[LUOP SJUIUIMSUT Say SIM9eUULOSUOD xne 

Juno} nad 9,49 y/q ‘sasnororpnt suorstoap 
sap dipuaid ap esnoutied ine] ueuroul UO 
ne ‘aisn{ s1gIoueUy UONULIOJUL,| ap JURUUOpP 

Ina] Ua simayeuUTUOsUOD say Jonbnpy 
‘« IOANOd 9] 1S9,9 ‘AduRSSTRUUOD P| > 


UOIe SIOURTY Inol un qIp & | JUTLUO™) 


OL e6ed 


‘OOU Ne Iqeiquias yepueUT 
UN J9YUOS v.I9A as nb ‘argiouRUY sane 
ud uoNvonpa,] Jnod aurstues.10 ;aanou 
UN. p UONREID kT JURSIA SULT Sop 9dUOUUR F TI 
‘Que 99 INO “UlKILIOUIK JOSIIT, Np ayoLd 
dUN dIQIOURUY d19NvUI Ud UONeONpa,| op Iey 
v ‘ajduraxe sed ‘TfI9N.C [neg stuUp)-sieIq sop 
JOIOUIUIOT) NL I.1TPI9INIS 97] ‘squsuresueyo 
sao quajiodde nb syap say daar sasid 
xne sded jnas ay sed qsa,u epeury aq 
‘sargioueUy 
SUONNINSUL SIMI] Jd SIM9IVUTUTOSUOD 
_ $9] aQua gououod snyd a109u9 
UONLULIOJULpP dane ud siqymbasap un 
JQUUOISLIIO 39 JURINOJDP 3.99 Issn jnad xno 
& a4fO,s nb nsd9v xTOYp 9 ‘sinayeUUOsUOD 
xne onbyauaq ane ined yusuIAsuRYS 9] 
J]quiasud,| SUP IS JUIITAy “SIOIOURUT SddTAIas 
Sap 191998 9] SUkp SIMd]VUTUTIOSUOD xne 
aqyo.s steel aonb aysva snyd x1oyo uQ 
‘yuoduojsas 
so1gIouruy SUOMNINSU! say a.QUd 
sloja.qne souey suOMOUNsIp say SUONNOAD 
ua 9yoieul 99 suvq, ‘uontedde sng] 
ej UO ‘sayKsMdNS sIoYy GuaWIsUUONIUOF 
op SPpoul Xnvaanou dp Jd “IoruRUY 
In9qdas Np sjauUONIpe.y syURUdAIOIUI 
say sed aonb snuaa xnesanou ap sed query 
‘sANA}LUMLOSUOD XN $}J9JJO JUOS XNevIANOU 
SddIAJas J9 syNpoid xngiquiou ac] 
‘sonbsii xneaanou 
ap 19 sapuvulap sayfaanou ap ‘saryiqissod 
SO][PANOU dp 1Ud9I9 19 UONAOUUT | 
ap INI10U J] JUOS UONKsTTeIPUOUT 
e] ap sustOUsYd 9] 19 UONRULIOJUT,] 
ap dtso[ouYpaI eT ‘UONNTOAD spuojoid oun 
ULUUOD SJZIDULUY SIDIAIAS Sop IN9}99S JT 
ee eel 


sno} e assaipe,s inb jap un 
: eydQueW Np Uo!}NjoOAs,7 


‘9INIIOANO J 
jo souoredsue.n ev] ‘uoONeUsoyUT] op advised 
aj Ins quamndde_s aovyd usa suoyout snou anb 

suOnvad Say ‘UO esTTIqisuas op saumumesso0sd 
sou ap dariod ey aos199e,p yotusod snou 
J9 SApI[Os sual] op uoNKaso vy sed qmnpen 
dS UONRIOGR|[OS kT INS Stu JUaINV/T 
"9Seq OP SIDIOULU] S2dIAIAS 
Sd] INS UONLULIOJUL,] op SIMd VUTLOSUOD 
soo & Tuo} Anod ‘uonesnaqeydye p 
Naaru afqrey uN ULAR SUdIpeUe 
xne opie us JUdUUAIA Inb sotusTues.10 
Sap daar sjeLreuajsed sap suoaio snoNy 
‘uONeSI]IGIsuas 
ap Jo UONeUTIOFUT,p sotmtuesrsosd 
SIOAIP Op d1ped a] SuLp SuaTpeuRS ssamnburq 
Sop UONRIIOSSY | IIAP SUOIOGRT[OI SHON 
‘sauiolid sina] ap 3a suonednosooid 
SIMI] 9p UOIsUdYyasduIOD sINaTTIOW 
aun tanbor snod 3a uoNNqsIp ap xneuro 
snd] op ssTura.ua | Jed suorogeja snou 
anb syneonpea syuaumdop say sasnyyrp inod 
SINOIVUILUOSUOD Sap dsUdJap ap sadno.s 
SOP IIAK SUAdT] Sap SUOISIO} sNONY 
‘sked np 
INOII9IXI | & 19 epeury ne Quourausaano0s 
dp SoIpJO sane.p Jo UONRIUSUII]dII 
ap sduRSIO SdNL,pP ‘xNeJapoy Sa1oISTUTU 
Sa.Ne,p JAR SUONRIAI Ap JUIUASST]qeID | 
 JUSITLIa SUOTTIVAL. SHON 
‘sanbrurajsds no soars JUIUUDTAAp 
au sjtnb uear Jo[sa1 soy v 19 JUaIUAsad 
as saurayqoid sap onbsso] Jo1sueUy M9190 9] 
dace Jotadooo & auaue snou mb ‘« astid.ins 
sues » oyoordde aun ajdope suoar snoN 
"S}VITUOD Sd] 9 STATIS 
sa] ayono} mb 99 usa JUstUURANOD JUASsId.INs 
nb spudsayfIp soy Jopdo1 ap ue sayureyd 
Sap JUIUIAIL.D Ap SOUIsTUKIAUT Op JUDIOp 
as sayja,nb 99 & JURT[IAA Us saiIqesuodsat 
soo ap saqinbor,s v Jopre say znod sargioueuy 
SUONNINSUT Sd] JAK IT[ILALD DAV A 
"SANAILUIUOSUOD Sa] SIAAUa soITIqesuodsa. 
ap aed es & Jo1oURUY n9d}D9s 3] 


"SJBIDUCUI} SEIIAJOS SOP 
Jnaj}Des 8] suep JUsUUAaIAUNS 
inb spuojoid sjuewabueys 

sap jidap ua sineyewWOsuod 
s9| JaBajoid ap jueyeuued 

In| sjigno sap asodsip 

D4ADV,| ‘Saneyeuwosuod 

$9] JURSIA sajejapel 

S10] Sep suolysodsip xne 
A}WUOJUOD &| BP BduUe||IO@AINS 
ap ausiuebso,p 2131} 7 


4seBajoiga 


Jenbnp3v 


“sasnaloipni suoisioap 

sep aipuaid ap suoyeuied 
Inaj snou ‘juawow uog ne 
‘ajsn[ asaloueuly UOIZEWO Jul 
aun sina}eWWOsUod 

xne jueuuop Uy 


6 e6ed 


"SANIIVUILUOSUOD Sap 
uonoaioid ey saimsse nod sajqesuodsrput 
juos tb sjano sap suosodsip snou 
‘SIMIILUUUOSUOD SI] JURSIA Sa[LIOPI} STO] 
sap suontsodsip sap piesa] & 9UeT[I9AINs 
ap UONIUOF a0U ap Id1919X9,] SUC 
‘g1gIoueuy UONNMANsUr 
aun, p ulas ne aIdUIOD ap IdIAJAS ap WejJ1O} 
UN NO IPato ap asd 9UN IIsTOYD v Jopre 
say ined mb uoneuroyury op suonbrunuruto0s 
Ingy snou ‘ajduraxa seg ‘xnororpnl x1oyo 
sap ale} op queqaouriad say sjusUIOUSIasuaI 
sap SINAVUWOSUOD XNv WUINOS OAOVA 
"SAN VUTUTOSUOD 
sop uoNvoNpa,| Weansse eprurr 
ILASNPUT,P UONLUTWIOSUOD LI 9p Neoing 
ay anb jo uONRUIUA[sa10INe,p Sapod sap 
yoadsas a] JayTfIaAIMs ap adiveyo ied sooueUL] 
sop oraysturut ay aonb srpury ‘simaqeururosuos 
sap UONIAIOId k] JULSIA SA[LIIP9} SIO] 
sap sonbydde,p wequioour qi.nb sorgioueuy 
sUONMINSUI Sop JURpUdIULINS Np neaing 
NV 1S9,9 “JADY,| 9p woneeso ey yueay 
‘souustuesi1o0 sinoisnyid a.nua saniedas 
stojaane quarey9 mb simajeuruosuos sap 
uonsarosd ey & saat] SaaANoe soy uednorsai 
ud JudWaTjansed ‘syuaTpo sana] 19 sargioueUY 
SUONNINSUT Soy a.Ue JuAasrxa IND suoNeyet 
say asiiajovreo mnb osgrmbasap ne 1onbene,s 
Inod 99919 939 & epeuey Np seloueUy 
d1INLUI Ud UONLUTUIOSUOD ke] Op sdUAd\/] 
SOPIAI}DE 
SOU }@ 31}9,P UOSIEJ 21}0K 


‘roloueuy maqoas 9] anb rsure 

anbygnd anbarjod vy juessasayur suonsanb 

SOP JUDUIIIL.A] I] 9 SIMIIVUTUIOSUOD Sd] IdAv 

uONRoTUNUIUOS kT ayono Inb ao us xnaroaad 
snjd sop juawousrasud uN dined re ua,{ 

“QOURIJIOAINS Op dUISTURSIO 

UN.P JULISLIIP Ip SUONIUOJ SAU dP I91D.10XA,] 


suep onbnesd uo Jueuajurewl sjour of aonb 
sayequaurausaanos sanbniyod sap snssas0.1d 
np uorsuayaiduros aun snboe ref 39 suarpeuro 
sina eUuUUOSUOD sap sudIpHonb syap so] 
anieuuoo ve stidde ref ‘saoueuy say ans” 
SaUNUIWIOD Sap aIquIeY) ek] op JuoueULIod 
JNWIOT) NP IIGUISUT SUTUTOD Jo ‘TeI9pay 
JUIWIIUIOANOS J] JUSTIA « SINIILUTUIOSUOD 
ap ann ve sajurerd » sap quede sinaqoaq9 
sap a3nosa,| v aindap aurut0d ‘sing 
‘snssao0id 99 ap ajueidaqur anied Juotestey 
SINAIVUILIOSUOD Sap SUTOSIq Sa] “JHIAT[OI 
juouraseyd op dd1Azas uN Jo syoR sap 
UONSAS IP IIAIAS UN ‘SA12T[IGOU SINI|vA 9p 
JOIAIAS UN JURSSTUNI. UONMINSU! dprjOs suN_p 
dovyd ud osrur vy & aNgLUOD ref ‘epeueD 
NP Uposo ap sassied sap apeUusy) ek] VW 
OHOV 
ap odinba | & aspurof out ap queae onbiyqnd 
UONIUO} LI Op UlAs Ne 19 JOIOURUY ANII9e5 
aj suep asinbor ref aonb souariadxa | & a0R.16 
udrq san Juatauos sur arydosoyryd an97) 
‘juoureyqeambe sien 
aia aroae sed ou quasuad sinbsio] sayureyd 
SP JUIUID].GII Ip S9dKIYJO SOUISTULIIUI 
sap & JUUDTIOR} Jopaooe ItOAnod Juaresasp 
SUDIPLULS SINIILUIUIOSUOD Sd] 19 ‘s19AIP 
xd xne siaiourUy sdd1Asas ap 3a syinpoid 
op [requaaa asrey uN rued xnotorpnl x1oyp 
sop oirey ap qoutsad say mb januesmouos 
JYILU UN,P JaIyousq JUATeIASp sioIOULUY 
SOOIAIOS OP SUITPBULS SIMNIILUTUIOSUOD 
Sd] {aSkq AP SIIIOULUT SOTAIAS XN SQd0e 
JIOAR JUNTR.IAIP — NUdAdI IMa] IOs anb 
janb — suarpeury say ‘arydosoyryd anou 
ap xnequauepuoy sadioutid say uojasg 
‘sand VUIWUOSUOD soy Jonbnpe k& Ia Jasai01d 
% IOUTULIAJOp duISe ouN doe/d Ud aU 
inod aspuaid A snou ap uosey anou 19 
JUIWI9UUONIUO} ap spour anou suonbrydxa 
snoa snou ‘ysoddes quasaid a] sue 
“epeue’) 
Np Wg OuULuUy sJ9NALUI Ud UONLUIUTIOSUOD 
e] ap aUasV,] Op oressruMUOD JoTUIOId ap 
ann ev awoddes sarurasd our sqoumnos snoa af 


7YyHiuy| |JIlq eulessimwO. Np 313397 


4 
. ~ % 
1 “ed 
q 
% 
\ 
s 
. 
x 
q 
% 
iS 
q 
\ 
q 
v 
‘.* 
\ 
\ 7 
i si gn 
me 


*S91ZIDUCUL} SUOI}N}I}SUI! 
sap suoijebijgo sap je 
SJDIDUCUI) S9IIAIOS SAP 

zelns ne suna}euWOsUOC> 
$3] SUOULIOJUI SNON 


*SUOI}E}L}SUOD 

SOU ap a}dwi0> suopudi 
SNOU }d ‘S9AI}LIUI! 39 
S9JIEJUOJOA Sapo> saidoid 
sina] e issne sIeuW “10] e] 
JUSWjNBs UOU }USWWIOJUOD 
aS Salja ajjanbe; suep 
aiNSaW e] JOUILIA}ap nod 
ajeiopey uone}UsWe/ba. 

-— SNOS SaJ9IDUeUlJ SUO!}N}I}SUI 
Sa] suosiAjadns sno 


sg e6ed 


“SOMANOK SOU 19 3.09,p 
UOSIR OU daTTieIap snd UOSey ap SUOALIOgP SNOA 
snou 1oddes juasaid 3] sueq ‘sinayeurtuosuod 
sap uonvonpa,p 39 UONDaoId ap UOTSsTU a.NOU 
JOOULAR Wey Juesiey 99 99 SyUO] SIIATP S99 INS 
gssaisoid suoae snou ‘souasy,| ap sovjd ua ostu 
vy Lan yu nb stour started sap smoo ny 
‘samteuayied sas saAe UONIOGR][OD Ua UONIUOY 
91190 9dIOX9 DADY/] ‘SMoVurwurosuoo xne 
JULSSIPL,S VIQOULUY UONLULIOJUL | AP dL] ey] Jo 
MIqissaoov | ‘oupiqruodsrp ey Jato1ppue v JURSIA 
Ud INO} a.4jfO ]I,Nb saotAsas sap ya syMpoad sap 39 
JOIOULUY, INdI99S NP UOISUdYa‘UIOD k] JASTIOALT « 
‘Xd SI9AUA 
sa1QIOULUY, SUOANINSUT Sap SUONeST]GO xne 
19 SHOIP SIN] & SINIJLULUOSUOD $9] JASI|IGISUAS « 
‘SIN9JLUTLOSUOD Sap 
sla1ayut Sa] Josajosd ap ana ua 19-saqfao sed std 
soyqnd sjuauasesua sap Jo sayelopay SorgtourUy 
suonnynsut soy sed saydope soireyuojoA 
INPUOD ap sapoo sap yadsa 9] JO][IOAINS » 
‘SINILUWOSUOD Sap ped] & SUONRSI[GO 
sia Jox9edsas nod sammpaoo.d ap 1a sanbnijod 
dP JOOP IS & SOIIOULUL] SUONNANSUT Sd] JAIOUT ¢ 
‘sayqrordde yuos 
Nd] Mb sMAYVUWOSUOD sd] JURSIA SUONISOdsTp 
XNL JWAIOFUOD as sayfa ayjonbey suep aimsour 
ey JouruLIalap Inod aye1a9pay UONeUSUIa]SaI 
SNOS SoTOIOULUT] SUOANINSUT Say JasLATodns » 
: SUOTIUO} 
bulo Ua asiArp as aouasy,] & AYUOS JepueUT oT 
‘uonvonpa,p 19 uONIaIOId ap aJOA 
d]qnop & JepukW UN,p saI0p 99 & DUA W/] 
‘sargioueuy SuOnMaANSUT 
Sd] 19 SINIIVWIWIOSUOD Say aUA dIquMbasap 
3] Jassoipas nod aaydope uonnjos ey] ap axXa]U09 


9] SUBP ‘IMNANSIA Ud aU ISA ypYUD Np asaouvuLf 


ILALIWUL Ud UOLIWULULOSUOI VI ap asap ] AMS 10] | 
anbs10] ‘[QQZ 21G0190 Ud 99919 919 & DADW] 

‘(2ouasy,| NO yADV,] ejadde) 

epeURD Np s1QlULUY dQ UA UONPUTUIOSUOD 

BI ap souady,| ap uoNvad ev] wesodoid 

[i anbay suep ‘wwaan. unod aipyo un : uarppups 

Sataupuy sanetas sap snajoas Np au.tofas VT ayranut 

UONRIUALIO P JuauMdOp uN aijqnd & UsUAUIIANOS 

3] 666] UY ‘SuOnepuLUtUOdaI sordoid sanaq 


juasaid 39 shed 9] Ino} suep sanbryqnd suoneinsuos 
sap nua} UO SarTeJUaUa|Ied soUOS xNop “reaey 
ap adnorry np wodde. ay gururexa 110ae sqidy 
‘« UONRIDOSIU ap JOAnod Np 39 UONRUOFUL | 
ap uryd 9] Ans sinayeuOsUOD sa] 19 SUONMANSUI 
sd] aqua aistxa nb aiquymbasap a] ajqeyeynos 
yeas ejao anb JuoulsovoyJa Issne aimMpo. e sed 
ANGLQUOS JU INAVUIUIOSUOD Np UONIa}oAd ap jane 
aipeo ay » onb sonbsewros yey & preav.y ap odnosry 
IY] ‘SJOOULUY S9dIAIAS Sap AN9}daS 9] JURULIIDUOT 
SUONLPULWIWIOIAL FZ] dFNUIOJ & (UEMAYOILYSES PY 
ap ‘Aeyporyyy pjorep] wooae | Juapisosd uos ap wou 
np ‘Aeyoeyy [reav.n ap adnosyy gjadde) uarpeuro 
SIOIOURUTYY SALAIAS Sp IN9}99s Np JuaAe | Ins 
[learn op adnossy 9 ‘sraIoURUY SddTAIAS Sap n9199s 
Np XNINNUILU UIWeXS UN.P aNSST] & “G66 UG 
‘SOIQIOULUY, SUONNINSUT $3] JURSTA SIN9LUTLUOSUOI 
sap sayureyd sap no syPUO sap JuaWIa|seI 
9] Jaurioey nod uvwrspnquio,p stares uN JUa.yo 
sanburq say anb quaaes (ay ‘d gy JUaWAyNag ‘NuUDADL 
a[qrey & 19 syMNsuT surowr ‘sauna snyd suarpeurD 
Sa] 19 SoLMUay Soy JorMonsed we — Jooueuy 
INQIIIS NP ajSopout NO Iqrey $2. sduKssTeUUOD 
aun nb juapassod au suarpeury sap QoT d +9 
anb ayaaas yuepuadas JUO sauUdt sasdepuos sa] 
‘9sNkd AP doURSsTeUUOD 
9N0} Ud 19 JUITHOU WO Ne ‘sUOISIap sauTIOY So] 
aspuaid op juenatuiod may suosrereduroo sap ote] 
39 sumposd xne sjuaroyur sanbsti say 39 suOMIpUoD 
Sa] ‘SAN|pOUU Say INS UONRUIOJUL] 9p JUdUTd|IOR] 
Jruayqo quaanad sj1,s ‘si1ayjo yuOs Anay Inb sadtasas 
sa 19 supod sa} JuUUaIdUMOD s[1,s aTJaNUELIMIUOS 
AINLU Ud dUTTAIOSIp ke] Ap suas apryos uN anTeU 
ourey WUaanad sr Iayjo UY “seyoseUL say Ans JueIOduuT 
JJOI UN JUAN! SHIIAR SMAILUULUOSUOD Sa’T 
“SHOIP SIMI] Jd ‘SIDIOULUT] S2dTAIAS Sa] 19 syIMposd soy 
anb isure — 1a1oueUy 1nayoas ay JUkUIADUOD suoNsanb 
AP 2IGUIOU PURIS UN UO SIMI}VLUILOSUOD $a’] 
Zauleye 
siey af ajjanbe; 2ane ajesinoons e| Jase} 
ap apirap ajja is anbueg ew aie} op anD e 
Z!ojdwa-a2ueinsse,p 
anbay> uow Jassiedua,p anua} sed a|ja-359,N « 
¢2}dwod un sWAno Jnod juawasduis 
a} UAap!,p araid aun JapueWap aU alja-ynaq e 
é}94d un alua}qo 
auisap af Is 4UANO} aU ajja-jlop aselDueUly 
UOI}NYYSUI UOW s}UaWaUBlasuUal SjaND « 


uo1}9Npoz}U| 


peur) 


(soyeUONLUIIIUT sargIoULUY SUONNINSUT) 1eIY,P o11kI9I999 


sindap eGo) ‘enboeyiacg OIZLMe|Ay “UOYZT + "9"9 


IYstuyy “-H wey 


SRN 


ITRSSTUIUIO’) 


‘UONLIJapIsuoD anevy LUI ap UOTssaIdxa,| ‘ANSTUTTAY d] INdIsUOPYy ‘“9918e ZaT[IN|A, 


“ZOOZ SAV [ ¢ NE ‘TQQZ 24qQ0390 $7 a] WOs ‘soUaSW] xp UONLEIO op aiep ey Op JueTyR 
apotiad ey a1anoo mb ‘januue y0ddes soruesd uour asaumnos snoa ap ssteyd ay re, ‘ypouny 


np a.sa1guvulf IAIUDUL Ud UOLIDULULOSUODI VI ap aud PJ ANS 10'T BT IP HE IPONAB | & JUIUIULTOFUO™) 


“QASIUTYAY 9] INIISUOT\y 


9V0 VIM (OLeIUG) eMeno 


SOUNLUUTOD SOP IIQUIeY”) 


sdoURULY Sap o.STUTUT Jo aASTUTU JorUdId-391A, 


aindap “qd ‘Aaqueyy uyof ‘uoy/] 


COO? aiquraidas Ocal 


641 UIN Oleauy, ‘earngd 
1S9\\ ‘SAY JoLine’y ‘av isono / 7+ 


surpping osiidiajuy soyipy 


epeuey jo Aouehy epeueg np sie|oueuls dial}ew Ue 
JEWUINSUOD JeloueuUl4 UOIJELULUOSUOD | ap souaby 


i+l 


€ e6ed 


sio1ouRUY $}v19 XN S9ION] 

sIaIOURUY $1eIY 

SIOIOULUY, $1vI9 SOp peS9,] & UONIIIP LI ap aupiqesuodsay 
S}URT]IVS SJUIOg 


SABVIDUCUI, UOIZEULOJU| 


anbrisuas aduioxa : saqureyd sap WUoUI9}Ie.11 ap snssa001q : Y oxoUUYy 
ZNOZ SIVUT [¢ NL SINDIVUILIOSUOD So] 

questa suontsodsip xne sot] syUAUIA[dQI sop eI : (| oxoUUYy 

SINDILUMLUOSUOD $2] JUSTIA S}UIUII]dEI 19 suonisodsiq] >) oxouUuy 

JAOV,] ep sv sap uoNsas op snssod01g : g oxouUy 

dIIVSSOH) : y oxouUy 


soxouuy 

934DV,| ep seAojdwa sap yuswabebua,p uonesejsaq 

ul} E] SP IOI 

SajesindoNs ap ainj}ewsa} e] JUeUIBIUOD S4aissop ap yodaq 


[e19UdS JdIAIOS J] JULUAIIUOD S]UDIOUSIOSUdI ap SApULAp Jo Saye | 

aINpuod ap sapoo sap guinsaid yoadsai-uoU no 107 ek] & ssguMsgad suoNoRyUT 
sansai suoae snou onb sajureyd sap nssody 

[e1ouss ddIAIVS 9] JURUIIDUOD SoIUTe] 
saigioueuy suonninsul say sed soqureyd sap qusurayely 

SANDIVUILIOSUOD Sa] JURSIA SUOTISOdsIp xNe SaaNnKyed SaqUTe[ 


JAOV oP P88 
DJADV,| ted saqureyd sap yuowrsiely, 


SANDPEWIWOSUOS S8P syuawauBblasuai 3p SepUueWoIp jo SO ]UIe/d 


ILMSNPUT,| JIAK SUORIaI Sap Jo 9UUIIOFUOD LT op UONIIIIG 
SJALISTUTLUPR SIOIAIOS Sap UONIAIIC 
sonbiprin{ saotaras sap UONDaIIC] 
qa AS 2NON 
SINDIVUIUIOSUOD SI] IDA SUONLITUNUIWIOD ap 3.U97) 
sonbryqnd sasreyye sap 19 sIndJeUIUIOSUOD sap UONKONps,| sp UONDSaIIC, 


DITRSSTUTUOD 97] 


uoiesiuebio,| ap sazjiqesuodsai ja sajoy 


SdAISN[IUOD SUOTXaTeI sanbyan?) 
suonednas0a1d son 
Jnoalqo anON 
sodeja soureysoid savy 
Ino[ 99 & SUONRSI[eaI SON 
S9dIAIAS Sop UONK said ke] 9p Yap a] 
UONVULIOJUL,] 9p Yap oT 
sno} B assoipe_s Inb Yap uN : aydreU Np UONNOAg/T 
SOATNO SOU 19 9.19,p UOSTRI ION 


1YyBHiuy| |jIq ealessiuiwW0O> Np 2133907 
uolnposjzy| 
yuawauBedwosze,p a1}}07 


th 


ota 


saiaizew Sap ajqe] 


’ 


S-11L99- 799- 0 Nast 
c00¢ Td ae? Le oN 


epeuey jo epeue) np ZF 


eBpeUe ) Anuaby 1aunsuoD SIINULUL BalVEW U2 


jelmueul UOLPELULUOSUOD &| ap auUaby 


epeuey jo Aousby epeueg np siaioueul} a1alyeuw i 
JOLUNSUOD |eloUeUI4 Ud UOI}EWILUOSUOD e| ep soUEby 


jal Consumer 


Agence de la consommation 
of Canada 


en matiére financiére du Canada 


| ~— Connecting with 
Canadian 


Protecting Consumers 


Informing Canadians 


iy, 


> 36 ee 
7 


a our mission 


a aN The Financial Consumer Agency of Canada is committed to improving 
i a hy Saree Canada’s financial marketplace by: 


a supervising financial institutions efficiently and effectively with 
respect to meeting their obligations to consumers; and 


tion 
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E S B - Financial Consumer Agence de la consommation 
Agency of Canada en matiére financiére du Canada 


Enterprise Building 

427 Laurier Avenue West 

Ottawa, Ontario K1R 1B9 

September 22, 2003 

The Honourable John Manley, P.C., M.P. 
Deputy Prime Minister and Minister of Finance 
House of Commons 

Ottawa, Ontario K1A 0M6 


Minister: 


Iam pleased to submit to you the annual report of the Financial Consumer Agency of Canada 


for the period from April 1, 2002, to March 31, 2003, its first full year of operations. 


Yours truly, 


NAS Sa 


William (Bill) G. Knight 


Commissioner 


cc: The Hon. Maurizio Bevilacqua, P.C., M.P. 


Secretary of State, International Financial Institutions 


Canada 


Connecting with Canadians 


A letter from the Commissioner 


Daring the first full year of operations of the Financial Consumer Agency of Canada 
(FCAC), we have focused on helping Canadians deal with the multitude of financial 
issues that affect them every day. We have committed ourselves to familiarizing 
consumers with their rights and responsibilities, and helping them understand the 


financial products and services that they use. 


As regulators, in 2002-03 we have been involved 
in major consumer issues such as access to bank 
accounts, bank branch closures, disclosure of 
credit card interest and fees, and the cost of 
borrowing. We have also made progress in 
establishing a compliance framework for 
financial institutions, with mechanisms to 
monitor their compliance and detect behaviour 
patterns. Over the year I have found that in 

23 cases, there have been 43 violations of the 
consumer provisions and 13 cases of non- 
adherence to codes of conduct (see charts 9 

and 10, pp. 32 and 33). 


To encourage ongoing improvement of the 
marketplace, we have provided information to 
each financial institution and-to consumers about 
the type and number of inquiries and complaints 
we have received during the year. With this same 
objective in mind, we will post on our Web site 
general summaries of decisions that I have taken 


with respect to compliance matters. 
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In carrying out the various aspects of our 


mandate, we are confident that we will continue 
to be effective in helping more and more 
Canadians have access to the right information 
at the right time, in order to make the right 


decisions about their financial affairs. 


As regulators, in 
2002-03 we have 
been involved in 
major consumer 
issues such as access 
to bank accounts, 
bank branch closures, 
disclosure of credit 
card interest and 
fees, and the cost 

of borrowing. 


Our accomplishments 


During 2002-03, we undertook many informational 
and regulatory initiatives — for example, making 
mortgage documents more accurate and user- 
friendly, and improving the level of disclosure of 
the terms and conditions for using credit cards. 
We established a framework for holding financial 
institutions accountable for their compliance 
with the consumer provisions of the applicable 
federal financial legislation. We worked to 
provide consumers with comparative market 
information that was not easily available, such as 
details about automated banking machine (ABM) 
fees. We gave consumers information tools to 
help them comparison-shop for credit cards and 
banking services. We also produced several 
consumer education brochures and publications; 
Canadians have requested copies of these by the 


tens of thousands. 
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One indication of our success is the interest 
FCAC has attracted from the media and the 
public. With minimal financial outlay, we have 
succeeded in obtaining substantial media exposure 
from coast to coast. Between April 1, 2002, and 
March 31, 2003, FCAC received coverage in 
every major daily newspaper in key urban © 
centres across Canada, as well as in community 
newspapers, on radio, and on several well-known 
consumer, business and news television shows. 
The coverage has alerted millions of Canadians 
to the fact that we are there to help them. The 
result has been thousands of contacts between 
Canadians and FCAC through our Web site, 


e-mail, faxes and our Consumer Contact Centre. 


Thousands of Canadians connect with us every 
month in search of credible, understandable 
information that will help them make more 
informed financial decisions. They are quickly 
learning that FCAC has a key role to play in 
protecting and informing them. This, in fact, is 
how we measure our success — not by the 
number of complaints we handle but by how 


many people we have helped. 


In addition, we have worked effectively with 
federally regulated financial institutions. We 
have set up a regulatory framework that allows 
FCAC to supervise the compliance of financial 
institutions with consumer provisions of the 
laws governing them. Under the framework, 
we enforce such matters as proper information 
disclosure by institutions to consumers, 
respecting rules about bank branch closures, 
establishing complaint procedures, issuing Public 
Accountability Statements, and participating in 
third-party dispute resolution mechanisms. 
FCAC also monitors the financial institutions’ 
adherence to voluntary codes of conduct, 
investigates complaints, and reports to the 
Minister, Parliament and the public about 


adherence to these codes. 


FCAC has worked to establish a professional 
relationship with financial institutions — one 
that is open and transparent, and that benefits 


all stakeholders. 


During our first full year of operations, we 

took some very tough positions in negotiating 
Compliance Agreements with the financial 
institutions. By setting these precedents we 

have encouraged mature institutions to build 
compliance into their business model and their 
marketing, and we have shown both financial 
institutions and consumers what they can expect 


from FCAC. 


In the research we have carried out, citizens 
have stated their views very clearly: They want 
to make their own decisions about financial 


matters, and they want to have the facts that 
We established a 


framework for holding 


will enable them to do so. 


Through our compliance and information financial institutions 


accountable for their 


program, we have provided consumers with the 


tools to make the choices that are important to compliance with the 


them as individuals. This has a larger social consumer provisions 


significance, as well. The authors of the Citizens’ of the applicable 


Dialogue on Canada’s Future noted this explicitly 


federal financial 
when they wrote: 


legislation. 


Citizens [are] ready to take more responsibility 
for their own individual lifestyle and 
consumer choices to improve environmental 
and personal health outcomes. To do so, 
however, they [insist] on having better and 
more accessible information — from business 
and governments.! 


I believe that people are willing to become 
participatory citizens if they can obtain the 
necessary information. FCAC contributes strongly 
to widespread citizen engagement because we 
help many people take part in decisions affecting 


their lives and financial well-being. 


1 Mary Pat MacKinnon et al., Citizen’s Dialogue on Canada’s Future: A 21st Century Social Contract (Ottawa: Canadian 


Policy Research Networks, 2003), p. 26. 
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A further major FCAC 
accomplishment in 
the past year was 
the hosting of the 
first International 
Forum on Financial 
Consumer Education 
and Protection, 

held in Ottawa in 
February 2003. 


We have learned a key lesson since FCAC’s 
inception: As we deal with individual consumer 
complaints, we also affect a large number of 
other Canadians. One intervention we made with 
a financial institution has clarified an interest 
penalty clause on mortgage loans for consumers 
who wish to prepay their mortgage balance. This 
single action by FCAC has improved the clarity 
of mortgages for at least 180,000 consumers 
directly and will benefit all future mortgage 
customers. Similarly, a single complaint to FCAC 
about a lack of disclosure concerning a credit 
card had far-reaching results: refunds to several 
tens of thousands of consumers, and improved 
disclosure to them by their institution. We have 
also had proactive responses by certain financial 
institutions, which advised FCAC of a problem 
and at the same time took action to correct it. 

In such instances, FCAC worked with the 
institutions to verify that corrective measures 


had been implemented. 


A further major FCAC accomplishment in the 
past year was the hosting of the first International 
Forum on Financial Consumer Education and 
Protection, held in Ottawa in February 2003. This 
was an opportunity for regulators from various 
countries to learn from each other about best 
practices and potential pitfalls, and to discuss 
emerging issues such as disclosure related to 
financial products, trends with respect to 
household debt, and the progress of consumer 
education programs. The forum also provided 
the chance to share educational tools and 


research that participants had found useful. 


FCAC seeks to protect consumers and to ensure 
that they have the knowledge they need to make 
informed financial decisions. Our successes 
during the past year are proof that FCAC is 


becoming a very valuable resource for Canadians. 


Our concerns 


The past year has revealed several issues and 


trends that are of concern to FCAC. 


Access to banking 

Fundamental to the enjoyment of full rights as 
a citizen is access to a basic banking account. 
Whether for cashing a pay cheque, building a 
savings account for the family, or paying bills 
or rent, access to a bank account is essential for 


all Canadians to participate fully in our society. 


However, our experience indicates that 
Canadians are still being denied bank accounts 
because of poor credit history. In fact, 25 percent 
of all compliance-related complaints are about 
a bank’s refusal to open an account. The most 
frequently given reason for refusal is a poor 


credit history, followed by bankruptcy. 
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To address this situation, the government has 
been moving forward with the development 
of regulations that will improve access to basic 
banking services. In our first annual report 
last year, we recommended the establishment 
of specific regulations covering access to basic 
banking accounts for Canadians. I am pleased 
to report that these key regulations have 

been put into place and will take effect as of 
September 30, 2003. The coming into force of 
the regulations will enable every Canadian to 
gain access to this country’s financial system 
—a key step to becoming an active 


participant in our economy and society. 


I must note the role of the Department of 
Finance in carrying out extensive consultations 
with the financial industry and moving 


forward on such an important social issue. 


The new “Access to Basic Banking Services 
Regulations” will set out the requirements for 
opening a basic bank account. In most cases, 
poor credit history or a past bankruptcy will 
no longer, on their own, be reason for refusal. 
There will, of course, be legitimate reasons for 
a bank to refuse to open an account for an 
individual. Among these are a reasonable 
belief that the account will be used for illegal 
activities, awareness that.the person has 
defrauded a financial institution in the past 
seven years or a discovery that the person has 


made false representations to the bank. 


FCAC will be extremely vigilant in enforcing 
the access regulations. We will make sure that 
institutions respect the intent of the regulations 
and that they provide the access to banking 


services that Canadians need. 
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In January 2003, 

for the first time, 
FCAC participated 

in a meeting with 

a number of 
organizations that 
deal with consumers 
who, for economic or 
educational reasons, 
are vulnerable to 


financial problems. 


Branch closures 

This year we received 282 notices of branch 
closures, as required under the law. There are 
no laws prohibiting the closures; like most 
businesses in Canada, financial institutions 
decide where and how they will serve their 
customers. For the first time, however, formal 
rules now exist governing the circumstances 
of branch closures. Under the new rules, the 
institutions must give their customers and 
FCAC at least four months’ notice of such 
closings. They can also be required to hold 
public meetings about the decision to close a 


branch and about the impact of the closure. 


For consumers and small businesses, the 
meetings provide a formal way to discuss 
the effects of closing a branch, since the bank 
is required to meet with its customers and 
listen to their views. The meetings also 

give customers time to make new banking 
arrangements and thus lessen the effects of 


the closure. 


The rules have led to some surprising and 
positive results: In several communities, 
consultations between financial institutions 
and local residents have taken place to find 
alternatives to the closure plans. In some cases, 
institutions have offered to maintain an ABM 
at the place where the branch closed. In others, 
they have provided extended hours at the 

new bank location and sometimes have even 


arranged for transportation to the new location. 


In one instance, a credit union agreed to move 
into the community to fill the gap left by the 
departing bank. For its part, the bank waived 
the fee for transferring RRSPs to the new 
institution. Another bank left a community 
representative in place to pay home visits to 


loan and mortgage customers. 


While these initiatives are a good start, more 
can certainly be done. This is especially true 
with regard to the impact of branch closures 
on the elderly. We are particularly concerned 
about consumers who will have problems 
reaching a new branch, or consumers who 
may have difficulty accessing or using banking 


services through ABMs or new technology. 
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Financial literacy 

In January 2003, for the first time, FCAC 
participated in a meeting with a number of 
organizations that deal with consumers who, 
for economic or educational reasons, are 
vulnerable to financial problems. Participants 
discussed the issues these Canadians face and 
explored ideas about how best to reach them. 
As a follow-up to the meeting, FCAC plans 
to hold discussions with the stakeholders 
involved, both to examine joint initiatives 


and to discuss a possible pilot project with 


specific partners. 
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Payday loans 

FCAC participates in the Consumer Measures 
Committee, a federal-provincial working 
group that deals with the alternative 
consumer credit market. The Committee is 
concerned about the consumer impact of 
this market, which is made up of alternative 
financial services such as the payday loans 
industry. As FCAC Commissioner, I have 
accepted a request from the Committee for 
FCAC to design information material that 


will help consumers understand the pitfalls 


of payday loans. 


10 


Credit history 

Our statistics this past year showed that 
many consumers are contacting FCAC 
because they need help with reducing debt or 
with debt consolidation, or because they have 
been refused credit on the grounds of a poor 
credit history. As a result, we now track the 
number of people we refer to consumer 


credit counselling. 


Related to this is our tracking of consumer 
inquiries about credit bureaus. These are 
private organizations that are regulated 
provincially. They collect credit information 
on consumers and provide the information to 


their member organizations after the customer 


has given the necessary authorization. 
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FCAC receives frequent inquiries from 
individuals who want to know how to obtain 
their credit file or how to contact a credit 
bureau. We also receive many complaints 
from consumers about errors in their credit 
files. FCAC provides consumers with the 
information they need directly, and also makes 
general information on this subject available 
on our Web site and in our publications. 
Given the types of inquiries and complaints 
that we have received about credit issues, 

we are concerned whether consumers have 
the ability to manage the debts they are 
accumulating, particularly when economic 


conditions worsen. 


Our work continues 


“Governments,” write the authors of the Citizens’ 
Dialogue on Canada’s Future, “are still expected to 
create an effective framework for business, to set 


standards and to hold businesses to account.” 


In providing information that enables consumers 
to make informed financial decisions, and in 
supervising how financial institutions meet their 
consumer obligations, FCAC fits naturally into 
this larger social context. As public awareness of 
FCAC’s activity grows, citizens will realize that 
we intend to hold institutions accountable for 
their actions in the financial marketplace. When 
Canadians see the types of decisions I have taken 
as Commissioner and realize that I consider a 
violation to be very serious, they will have 
greater confidence about their right to act as 


full participants in the marketplace. 


2 MacKinnon, p. xi. 


A key focus of FCAC is accountability, 
transparency and, above all, citizen participation. 
To encourage participation, we are intent on 
ensuring that financial institutions meet their 
obligations to consumers. But we also seek to 
provide consumers with the tools to make 
informed financial decisions, because we know 
that knowledgeable citizens give a strong 
impetus for competitive discipline in the 


financial marketplace. 


While we have accomplished a great deal in 
enforcing the law and improving the marketplace, 
we still have much to do. For example, we are 
currently undertaking a review of hundreds of 
mortgage documents across the industry because 
of our concern about the manner in which 


information is disclosed to consumers. 
In 2003-04, FCAC will: 


m@ continue to supervise financial institutions’ 


compliance with the consumer provisions; 


™@ carry out qualitative research to make our 
consumer education material more accessible 


to low-income and low-literacy audiences; 


™ continue to raise public awareness about 
FCAC’s services by developing our 
relationships with financial consumer 
reporters and columnists, and with 


university, ethnic and local media; and 
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™ continue to issue both new and updated 
consumer publications that fill information 
gaps in the marketplace, such as the Cost of 
Banking Guide (which reaches a potential 
audience of 5 million), an updated version 
of the report Credit Cards and You, and new 
consumer information materials on opening 


accounts, loans, mortgages and credit history. 


Looking back on our first full fiscal year of 
operations, I want to express my deep appreciation 
for the keen interest Canadians have shown in 
financial issues, and for the diligence they have 
demonstrated in bringing their concerns to the 


attention of the Agency. 


I also thank our many stakeholders, including 
the consumer associations and the financial 
institutions we regulate, for their valuable 
participation in helping to build a better financial 


marketplace for industry and consumers alike. 


Finally, I wish to acknowledge the outstanding 
work of FCAC’s innovative and committed staff 
during the past year. Their dedication to the 
Agency and to FCAC’s mission has made our 


success possible. 


SASL 


William (Bill) G. Knight, Commissioner 


Financial Consumer Agency of Canada 


A key focus of FCAC 
is accountability, 
transparency and, 
above all, citizen 
participation. 

To encourage 
participation, we 
are intent on 
ensuring that 
financial institutions 
meet their obligations 


to consumers. 


The year in review 


Operational roles, responsibilities and accomplishments 


Commissioner 


The FCAC Commissioner is appointed for a 
period of up to five years. The first and current 
Commissioner is Bill Knight. His responsibilities 


include: 


& reporting to Parliament annually, and to the 
Minister of Finance regularly, about FCAC’s 


activities and findings; 


@ managing the operations of FCAC, which 


includes taking responsibility for all aspects 
of its program, finances, administration and 


human resources management; 


™ supervising more than 470 federally regulated 
financial institutions to determine whether 
they are complying with applicable consumer 
protection legislation, and with their own 
voluntary codes of conduct and public 


commitments; and 


™ expanding national education initiatives 
to identify and meet consumers’ needs for 


financial knowledge. 


The FCAC Commissioner is an ex officio member 
of the Board of Directors of the Canada Deposit 
Insurance Corporation (CDIC) and a member 


of the Board’s Governance Committee. 
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He is also a member of both the Financial 


Institutions Supervisory Committee, chaired 

by the Superintendent of Financial Institutions, 
and the Senior Advisory Committee, chaired 

by the Deputy Minister of Finance. In this latter 
capacity, the FCAC Commissioner advises on key 
consumer issues, offering important input into 
the policy advice that this committee provides to 


the Minister of Finance. 


Consumer Education and 
Public Affairs Branch 


The Financial Consumer Agency of Canada Act 
requires FCAC to promote consumer awareness 
about the obligations of financial institutions 
under the applicable consumer provisions, and 
to foster an understanding of financial services 
and related issues. To fulfil this requirement, 
FCAC’s Consumer Education and Public Affairs 


Branch is responsible for: 


m@ producing information materials to enhance 
consumers’ knowledge of financial 
institutions’ legal obligations, and of financial 


products and services; 


™@ carrying out research and surveys; 


m disseminating information via the media, the 


FCAC Web site and stakeholders; and 


™ conducting outreach with community groups, 


associations and other stakeholders. 


Media relations 


In 2002-03, FCAC continued to expand its 
publishing operations and undertook several 
new communications initiatives. Chart 1 shows 
the coverage in print, broadcast and electronic 


media received by FCAC in 2002-03. 


Chart 1: Media mentions by topic 
April 1, 2002-March 31, 2003 


Topic Number Percentage 
Accounts 19 8 
Annual Report it 3 
Banking fees 12 5 
Banking services 5 2 
Cashing federal government cheques 9 4 
Cost of Banking Guide 34 13 
Credit cards 44 17 
Credit Cards and You (fall) 15 6 
Credit Cards and You (spring) 47 19 
Financial Forum - ‘ 5 2 
General 29 12 
Payday loans 5 2 
Other 18 i 
Yearly total 249 100 


Note: Media coverage includes print, broadcast and electronic coverage. Since FCAC did not have a complete tracking system in place for the full year, results may 


under-represent the actua/ number of media mentions for the period. 
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The Financial 
Consumer Agency of 
Canada Act requires 
FCAC to promote 
consumer awareness 
about the obligations 
of financial 
institutions under 
the applicable 
consumer provisions, 
and to foster an 
understanding of 
financial services 


and related issues. 


Some figures may be approximate because 
FCAC did not have a complete tracking system 
in place for the full fiscal year. We do know 
that we were mentioned in the media at 

least 249 times during the period. Chart 1 
shows how media references to FCAC and its 
information material increased on the release 
of high-profile new publications, such as the 
Cost of Banking Guide and the spring issue of 
Credit Cards and You. FCAC has received strong 
media coverage all across Canada and in both 


official languages. 


This type of coverage is by far the most cost- 
effective way of informing Canadians and 
publicizing FCAC to consumers. Newspapers 


are particularly useful in getting our messages 


out. Statistics show that most of those who have 


contacted our call centre found FCAC’s telephone 
number in the newspaper. Through the media 
we have been able to reach millions of Canadians 


within a very short time. 


Distribution of information 


During the past year, the Consumer Education 
and Public Affairs Branch distributed more than 
95,000 publications to various audiences, including 
consumers, consumer groups, parliamentarians, 


libraries and financial institutions. 


Visitors to FCAC’s Web site downloaded FCAC 
publications more than 45,000 times. The Branch 
distributed nearly 10,000 FCAC publications 

at trade shows. Individual consumers and 
organizations requested and received more 


than 9,500 publications. 


The top three documents requested were: Credit 
Cards and You (21,115 copies); the Consumer's 
Guide to Basic Banking Services (13,347 copies); 
and the brochure What you don’t know can affect 


you (12,660 copies). 


Chart 2: Distribution of FCAC information materials 
April 1, 2002-March 31, 2003 


1 Includes mail drops, trade shows and meetings. 


Downloaded from __ Direct Via FCAC Special 
FCAC Web site _requesis mailing list outreach’ Subtotal 
Brochures 17,224 8,245 — 2,900 27,969 
Joint FCAC-CDIC publication — — — 25,000 25,000 
Reports? 28,392 1,350 8,020 5,000 42,762 
Total 45,616 9,595 8,020 32,500 95,731 


2 Includes the FCAC Annual Report, Cost of Banking Report, Consumer Inquiries and Complaints, and Credit Cards and You. 
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Informing Canadians 


Credit Cards and You 
The Branch produced three issues of this 
popular publication during the year. Using 


plain language, Credit Cards and You explains: 


m the types of credit cards available to 
consumers, with comparative tables 


illustrating interest rates and other factors; 
@ credit card terminology; 


m how to save money when carrying 


a balance; 
m how credit card interest is calculated; 


@ the “interest-free” period on 


new purchases; 


= how to get the most from low 


introductory rates; 
m building a credit history; and 


® how to protect yourself from 


unauthorized transactions. 


Cost of Banking Guide ‘ 

This new guide is a more comprehensive 
version of last year’s Consumer’s Guide to 
Basic Banking Services. It was designed 
primarily as an on-line, interactive tool that 
financial consumers can use to find the best 
banking package for their needs. It includes 
virtually all the service packages available 


at 14 Canadian financial institutions. 
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For Canadians without computer access or 
skills, FCAC also produced the guide in an 
easy-to-use, interactive print format. Both 
versions include information about student, 
youth, seniors’ and low-fee accounts, 

and provide tips and information to help 


consumers reduce their monthly banking fees. 


Update on ABM fees 

The Consumer Education and Public Affairs 
Branch continued its research on automated 
banking machine fees and produced a 
consumer update, available on FCAC’s Web 
site, concerning fees for cash withdrawals 
at ABMs. 


Brochures 

The Branch continued to promote awareness 
of the obligations of financial institutions 
and the responsibilities of consumers, by 
distributing brochures such as: 

@ What you should know if your branch closes 
m Do you have a problem or a complaint? 

m Low-fee accounts 

m Protecting your interests 

gm Working to educate and protect consumers 


m A new approach to helping consumers 


mg What you don’t know can affect you 


During the past year, 
the Consumer 
Education and Public 
Affairs Branch 
distributed more than 
95,000 publications to 
various audiences, 
including consumers, 
consumer groups, 
parliamentarians, 
libraries and financial 


institutions. 


Newspaper and magazine articles 
In February and March 2003, the Branch wrote 


articles on credit cards and on consumers’ 
rights and responsibilities, and circulated 
these to community and rural newspapers 
across Canada. The distribution had a 
potential readership of approximately 


1 million Canadian consumers. 


The Branch also placed a full-page ad in 
Protégez-Vous, a Quebec consumer magazine 
with a readership of nearly 70,000. FCAC 
plans to place a similar ad in the English 
magazine 50 Plus in 2003-04. 


Consumer Inquiries and Complaints 
FCAC receives many consumer calls, letters, 
e-mails and in-person visits on a wide variety 
of topics. Consumer Inquiries and Complaints is 
a new quarterly publication that highlights 


the types of inquiries and complaints received. 


The publication is distributed by e-mail to 
media and is available on-line on FCAC’s Web 
site. The on-line version includes questions 
commonly asked by people who contact 


FCAC, along with easily understood answers. 


Quizzes 

The Branch produced two interactive Web site 
quizzes: the “Rights and Responsibilities 
Quiz” and the “Credit Card Quiz”. These help 
consumers test their knowledge of financial 
products and their awareness of their rights 
under federal law. Both quizzes provide plain- 
language answers so that consumers can learn 


while they check their score. 


Protecting Yourself Against 

Debit Card Fraud 

As a member of the Electronic Funds Transfer 
working group, the Branch helped develop 
Protecting Yourself Against Debit Card Fraud — 
a brochure that tells consumers what to do if 
they fall victim to this type of fraud, and that 
provides information about liability issues. 
Consumers can consult the guide on Industry 
Canada’s Web site (http://strategis.ic.gc.ca/ 
SSG/ca01832e.html) or through a link from 
the FCAC site (www.fcac-acfc.gc.ca/eng/ 


consumers/resource/debitcards.asp). 


Outreach 

In 2002-03 the Branch joined forces with the 
Canada Deposit Insurance Corporation to 
participate as an exhibitor in the Financial 
Forum. Held in Toronto and Vancouver, this 
major financial-sector trade show attracted 
nearly 10,000 Canadian consumers. The 
Agency’s booth and the information materials 
it distributed at the Forum greatly enhanced 
the visibility of FCAC. The materials included 
a new corporate brochure, a new publication 
produced jointly by FCAC and CDIC, and a 
CD-ROM containing FCAC’s key 


publications. 
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In late January 2003, as a pilot project, FCAC 
also organized a general mailing of the joint 
FCAC-CDIC publication Financial Facts & 
Fiction. This was distributed to 22,500 


households in the Halifax area. 


In February 2003, FCAC hosted an 
International Forum on Financial Consumer 
Education and Protection. Attending were 
regulators and educators from six agencies in 
five countries and from the United Nations, as 
well as representatives of federal government 
partners. The Forum helped establish an 
international network of regulators, while 
promoting valuable exchanges of information. 
The most common issues facing all 
jurisdictions were plain-language disclosure 
concerning financial products and how to 


inform consumers about their rights. 


Consumer Contact Centre 


Many consumers’ first point of contact with 
FCAC is the Consumer Contact Centre, which is 
a joint call centre managed by the Canada 
Deposit Insurance Corporation. Inquiries officers 
from the Centre answer questions from callers 


and offer assistance in both official languages. 


The Centre operates from 8:30 A.M. to 6:00 P.M. 
Eastern Time. Callers may leave a message after 
hours, on weekends or on statutory holidays. 


The messages are returned the next business day. 


For statistical purposes, callers are asked for their in February 2003, 
postal code and about how they heard of FCAC. FCAC hosted an 
International Forum 


Chart 3 shows that approximately 82 percent of on Financial 


the contacts received by FCAC in the past fiscal Consumer Education 


year were in the form of telephone calls made to and Protection. 


our Consumer Contact Centre. (See Chart 12, 


The Forum helped 
p. 36, for a breakdown by topic.) 
establish an 


international network 


Chart 3: Total contacts received by FCAC for fiscal year 2002-03, by source 


65 


of regulators, while 
promoting valuable 
exchanges of 
information. 

E-mails (1,695) 


| In-person visits (33) 
©) Letters (1,192) 


Telephone calls (11,520) 


@® other 65) 


TOTAL: 14,505 


1 Cases initiated by FCAC concerning a potential compliance issue, as well as complaints reported to FCAC by federally regulated financial institutions. 
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Chart 4: FCAC Web site statistics by year 
Oct. 24/01-Mar. 31/02 Apr. 1/02—Mar. 31/03 


Number of visits! 34,718 132,197 
Average number of visits per day 190 362 
Average length of time per visit? 16:27 13:38 
(measured in minutes) 

Median length of time per visit? Devel 2:23 


(measured in minutes) 


1 Number of visits: Number of times a visitor came to FCAC’s site. If a visitor is idle longer than the idle-time limit, it is assumed that the visit has been voluntarily 
terminated. If the visitor continues to browse the site after reaching the idle-time limit, a new visit is counted. The default idle-time limit is 30 minutes. 

2 Average length of time per visit: Average = total time spent on the site +total number of visits. 

3 Median length of time per visit: Median is the midpoint in time from which half the visit lengths are longer and half are shorter. This number is often closer to the 
“typical” visit length than the average visit length. 


FCAC Web site The consumer provisions are listed in Appendix 
C, p. 64. They include requirements related to 
The FCAC Web site (www.fcac-acfc.gc.ca) is activities such as: 


our public face. From October 24, 2001, to 


- March 31, 2002, FCAC averaged 190 visitors ™ opening retail deposit accounts; 
per day; this figure rose to an average of 362 per 
day from April 1, 2002, to March 31, 2003 (see m cashing federal government cheques, 
Chart 4). Most frequently visited is the consumer 
information section of the site, followed by the # closing retail branches; 
media section. 


m coercive tied selling; 


Compliance and Industry m disclosing cheque-holding policies; 
Relations Branch 


m providing information to consumers about 


FCAC’s Compliance and Industry Relations FEA 

Branch monitors financial institutions to ensure 

that they comply with the consumer provisions m establishing procedures for dealing with 
of the Bank Act, the Trust and Loan Companies complaints; and 


Act, the Insurance Companies Act and the 

Cooperative Credit Associations Act. The Branch m disclosing the cost of borrowing. 
also monitors adherence to voluntary codes and 

public commitments put in place by financial 


institutions or their associations. 
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Voluntary codes are commitments that the 
financial institutions themselves have put in 
place. The codes cover such topics as debit cards 
and credit relations with small businesses. Since 
the codes are voluntary, FCAC cannot enforce 
them; even so, it expects financial institutions to 
abide by them. FCAC therefore monitors 
adherence to the codes, investigates complaints 
about them and publicly reports the results of 


its monitoring. 


The responsibilities of the Compliance and 


Industry Relations Branch include: 


m investigating and responding to consumer 
complaints that fall under any of the acts 


under its jurisdiction; 


™ managing the compliance framework and 
ensuring that federally regulated financial 


institutions comply with it; 


™ monitoring adherence to voluntary codes of 
conduct or public commitments designed to 


protect the interests of consumers; and 


m monitoring FCAC’s tracking systems to 


identify trends. 
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Among the Branch’s monitoring tools are 
“mystery shopping”, consumer surveys, analysis 
of complaints and inquiries, annual examinations 
of federally regulated financial institutions, and 


studies by third parties. 


Our tools for encouraging compliance range 
from administrative measures to the imposition 
of fines and, if necessary, public disclosure of 
the nature of a violation. Among the factors 
determining the approach to a specific case are 
the severity and scope of the problem, whether 
the financial institution acted deliberately or 
negligently, and the compliance history of the 


financial institution. 


Appendix B (p. 63) presents FCAC’s case 
management process for alleged violations of 

the consumer provisions. Appendix C (p. 64) lists 
the types of consumer provisions and regulations 
with which FCAC ensures compliance. Appendix 
D (p. 66) lists the status of the regulations. 


Chart 5 provides a breakdown of compliance 
matters since FCAC was established on 
October 24, 2001. There were 46 cases pending 
as of March 31, 2002, after a little more than 
five months of operations; in comparison, the 
figure was 155 as of March 31, 2003. FCAC 
opened 991 cases in 2002-03, versus 539 in the 
previous fiscal year. In 2002-03, FCAC closed 
882 cases, up from 493 in 2001-02. 


Voluntary codes are 
commitments that the 


financial institutions 


themselves have put 
in place. The codes 
cover such topics as 
debit cards and credit 
relations with small 


businesses. 


Chart 5: Compliance matters relating to consumer provisions and codes of conduct 


Cases’ pending Cases opened Cases closed Cases pending 


at end of during during at end of 
fiscal year fiscal year fiscal year fiscal year 
2001-027 2002-03 2002-03 2002-03 
CONSUMER PROVISIONS 
Accounts 
Advance notice of increased or new account fees 1 35 33 3 
Disclosure of account information, charges or services 1 11 9 3 
Disclosure of charges for account maintenance 1 5 6 oe 
Disclosure of interest rates on accounts — 2 1 | 


and method of calculation 


Provision of account agreements and complaint procedures 1 2 2 1 
Branch closures 

Provide required notice — i 11 6 

Request to change notice requirements 6 6 11 1 

Requests for meetings — 133 119 14 
Cost of borrowing (COB) — general* 2 11 7 6 
Credit cards 

Credit cards — general? 18 6 12 

Disclosure of annual credit card interest rate — 1 1 — 

Disclosure of changes to COB for credit cards 1 12 12 1 

Disclosure of COB, interest or fees for credit cards = 20 13 a 

Disclosure relating to optional services? for credit cards = — 2 — 2 

Receipt of monthly credit card statements — 5) 4 1 
Disclosure of charges _— 10 5 5 
Disclosure of interest — in advertising — 3) 2 1 
Federal government cheques — fee charged to cash 1 3 3 1 
Holds on cheques — for deposits = 8 il | 
Index-linked deposits -- 1 — | 
Informing customers how to contact FCAC 2 — 2 _ 
Loans 

Loans — general® — if 4 3 

Notification of changes or amendments — 11 9 2 

to loan agreement or to COB 

Requirement to disclose COB in advertising 4 6 6 4 

Requirement to disclose COB when loan issued | 10 il 

Requirement to provide information on loan 1 3 4 — 

repayments, rebates or charges 

Requirement to provide 21 days’ notice — 4 1 3 

before mortgage renewal date 
Provide complaint-handling procedures’ — 8 8 0 
Tied selling 

Coercive tied selling 1 8 8 1 

Failure to display notices on tied selling 12 12 — 
Subtotal for consumer provision cases 23 374 313 84 
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Chart 5 (continued) 


Cases’ pending Cases opened Cases closed Cases pending 


' at end of during during at end of 
fiscal year fiscal year fiscal year fiscal year 
2001-02? 2002-03 2002-03 2002-03 

CODES OF CONDUCT® & PUBLIC COMMITMENTS? 
Access to banking services 

No minimum deposit or balance required for account — 1 1 _— 

Refusal to open — general 1 9 se) 1 

Refusal to open — because of bankruptcy — OZ 32 -— 

Refusal to open — because of credit history 7 80 75 12 

Refusal to open — because of employment status — 3 2 1 

Refusal to open — because of lack of proper identification 1 28 28 1 
Debit card code — 67 58 9 
Public commitments by financial institutions 

Commitment to cash federal government cheques 1 8 Ae) — 

(under $1,500) 

On credit cards = 8 4 4 

On investments — 2 2 — 

Other — 4 3 | 
Subtotal for codes of conduct & public commitments 10 242 223 29 
FILINGS 
Branch closure filings 13 302 281 34 
Complaint-handling procedure filings _— 67 59 8 
Public Accountability Statement filings — 6 6 0 
Subtotal for filings iS 375 346 42 
GRAND TOTAL 46 991 882 155 


For a definition of this item, see Appendix A (Glossary). 

As a result of system enhancements, this figure differs from what was reported in the previous fiscal year. 
Includes issues involving interest rate differentials, payment amounts and co-signer responsibilities. 
Includes issues involving payments and associated finance charges. 

Refers to such services as insurance products. 

Includes issues involving payment changes and the calculation of penalty amounts. 

For a definition of this item, see Appendix A (Glossary). 

For a definition of this item, see Appendix A (Glossary). 

For a definition of this item, see Appendix A (Glossary). 
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Following 
consultations 
undertaken in 

2001-02, FCAC 
finalized its 
compliance 

framework. For 
institutions, this sets 
out the rules used by 

FCAC to ensure 

compliance with laws 


and regulations. 


Examinations 


In addition to using consumer complaints as a 
basis for examining the day-to-day practices of 
an institution, FCAC conducts annual general 
examinations of financial institutions to 

verify that they are applying our compliance 
framework properly and are meeting their 
obligations under the applicable consumer 
provisions. The Commissioner reports the 


results of examinations to the Minister. 


Examination procedures 

In fall 2002, FCAC began its first annual 
general examination of all Canadian federally 
regulated financial institutions. This involved 
384 examinations of domestic and foreign 
banks in Canada, of foreign bank branches, 
and of trust and loan companies. The 
examinations were undertaken through a 
detailed telephone interview with senior 
compliance personnel of the institutions or 


through a compliance questionnaire. 


To help the institutions concerned prepare 
for the interview, FCAC compliance officers 
sent them an interview guide in advance. 
Interviews took place over a three-month 


period. 


Since only a limited number of consumer 
provisions apply to insurance companies, 
FCAC tailored the questionnaire to obtain 
specific compliance information from them. 
No formal interview was required with 


these institutions. 


The cooperation and openness of the 
institutions greatly assisted FCAC in carrying 


out its supervisory responsibilities. 


Results of the annual general 
examinations 

FCAC found that, overall, the federally 
regulated financial institutions were meeting 
their obligations under the consumer 
provisions that applied to them. Any specific 
non-compliance matters that were identified 


through this process were corrected. 


Through this annual process, and by 
examinations on specific concerns and detailed 
follow-up on day-to-day issues identified 
through consumer complaints, we are 
confident that we have in place an effective 
monitoring system that will alert us to any 


substantial non-compliance behaviour. 


Highlights 


Fiscal year 2002-03 was a productive one for the 


Compliance and Industry Relations Branch. 


Following consultations undertaken in 2001-02, 
FCAC finalized its compliance framework. For 
institutions, this sets out the rules used by FCAC 
to ensure compliance with laws and regulations. 
It explains FCAC’s handling of consumer 
complaints, the self-monitoring process for 
financial institutions and the measures the 


Agency has established to encourage compliance. 
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FCAC presented the compliance framework 

to the industry and various consumer groups 
during the spring of 2002. The framework came 
into effect on September 30, 2002. During the fall 
of 2002, the Branch conducted its first annual 
general examination of financial institutions to 
determine whether they had complied with 


consumer provisions. 


The Branch has launched a quarterly newsletter, 
entitled Compliance Connection, to inform 
institutions about compliance issues and promote 


best practices for improving compliance. 


The issues that FCAC handles most often are 


as follows. a 


Notice of branch closure 

The Notice of Branch Closure Regulations 

came into force on February 28, 2002. The 
regulations impose a formal process on banks 
and on trust and loan companies, setting time 
frames during which the institutions must 
inform their customers of branch closings. 
This requirement gives consumers and 
communities the opportunity to consider 
their options, to find ways to minimize the 


effects of the closing or to find other banking 


resources. 
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Under certain conditions, members of the During the past year, at the request of the 


affected community may ask the Commissioner public, the FCAC Commissioner ordered 
to order a financial institution to hold a three public meetings involving branch 
meeting with branch customers to discuss closures. Some other meetings were 

the closure. voluntarily organized by the banks after 


discussions with FCAC compliance officers. 


Since FCAC was established, more and more 


Canadians are exercising their rights under the Finally, FCAC consulted with Canadian 
regulations. FCAC has received an increasing bankers to develop rules governing public 
number of requests for public meetings. meetings. The rules promote exchanges that 


allow customers to express their needs and 


opinions about impending branch closures. 
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Disclosure of the cost of borrowing 

A number of cost-of-borrowing regulations 
specify the information that the financial 
institution must disclose to the borrower 

at the time a loan is granted, renewed or 
advertised. Among other things, they require 
disclosure statements about the cost of 
borrowing to be written in simple, clear 


and concise language. 


FCAC has received several complaints 
concerning issues covered by the cost-of- 
borrowing regulations. In one case, after 
discussing the matter with FCAC, a financial 
institution clarified a clause dealing with 
interest penalties in its disclosure documents 
on mortgages. The institution also developed 
information to remind consumers of the exact 
nature of the penalties, and it established a 
special procedure for people who might find 
the document confusing. Several hundreds of 
thousands of consumers have already 
benefited from the clarification, and all new 
borrowers will receive the advantages of this 


more clearly worded clause. 


FCAC has begun a review of mortgage 
documents prepared by large federally 
regulated institutions, to determine whether 
the documents adequately disclose the 


penalty for terminating a mortgage. 
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Credit cards 

The cost-of-borrowing issue frequently arises 
in connection with credit cards. For example, 

a financial institution that issues credit cards 
reduced the minimum monthly payment 
required for its cards, but neglected to inform 
its clients of the changes. Clients were therefore 
confused to see their payments fluctuate. 
After FCAC intervention, several hundreds of 
thousands of consumers were finally informed 
that the percentage of their balance required 
as a minimum payment had been reduced. 
They could now decide whether they wanted 
to make the new minimum payment or 
maintain their previous minimum monthly 


payment to reduce their debt more quickly. 


Another financial institution that issues credit 
cards did not disclose its foreign currency 
conversion fees to clients, as required by the 
regulations. Instead, on the monthly statement 
it indicated only the final, aggregate conversion 
rate, including its fees. As a result of FCAC’s 
intervention, the institution changed its 
disclosure process to clearly identify, in its 
credit agreement, the fees that are part of the 
conversion rate. Again, several hundreds of 
thousands of consumers now benefit from 


clearer disclosure of the institution’s fees. 


A number of 
cost-of-borrowing 


regulations specify 


the information that 
the financial 
institution must 
disclose to the 
borrower at the time 
a loan is granted, 
renewed or 


advertised. 


The new 

Access to Basic 
Banking Services 
Regulations take 
effect on 

September 30, 2003. 


Yet another financial institution announced that 
its credit agreement had been unclear about the 
method of calculating interest, and that it had 
therefore adjusted the credit granted to its 
cardholders. FCAC undertook an examination 
of the problem to ensure that the institution 
had complied with the relevant section 

of the Cost of Borrowing Regulations and to 
determine whether the adjustment made 


by the issuer was appropriate. 


Opening retail deposit accounts 

The Canadian Bankers Association has 
guidelines posted on its Web site, summarizing 
the conditions for opening bank accounts. The 
guidelines will be superseded by the Access to 
Basic Banking Services Regulations when they 


take effect on September 30, 2003. 


The refusal or inability to open an account 
was the most common compliance-related 
complaint that consumers made to FCAC. 
The Agency is limited to monitoring the 
public commitment of any financial institution 
in this area. Nevertheless, FCAC’s efforts 

to obtain information on individual cases 
often prompted the institution involved to 
re-examine a client’s case. In certain instances, 
this led to a reversal of the initial refusal. 

As a result, the clients were able to open a 
bank account, which is often a crucial step in 
re-entering the work force or relocating from 


one region to another. 


Connecting with Canadians @ FCAC Annual Report 2002- 


In one case, an FCAC inquiry enabled the 
institution to identify a shortcoming in its 
account-opening procedures. Following 
discussions with FCAC, the institution 
changed the procedures and informed its 


employees of the changes. 


Other issues 


Disclosure of interest 

Discussions with FCAC led an institution 

to change its interest-disclosure procedures 
for the telephone purchase of guaranteed 
investment certificates. The institution now 
mails a written confirmation to customers to 


disclose the interest rate of the certificate. 


Debit cards 

FCAC examined several cases in which 
consumers complained that their institution 
had made them take financial responsibility 
for certain debits even though they had 
informed the institution that their debit cards 


had been used without their consent. 


FCAC monitored industry codes of conduct, 
specifically the Canadian Code of Practice 
for Consumer Debit Card Services. In such 
situations, FCAC determines whether the 
code has been contravened and informs 
consumers of the complaint-handling 
procedures of the institution involved. This 
enables consumers to file a complaint if they 
are not satisfied with the way their situation 
was handled by the financial institution. 

As a result of FCAC’s examination, several 
consumers were able to make a better case 


to the staff of their institution. 


2003 


During 2002-03, the Compliance and Industry 
Relations Branch had an impact on more than 

1 million Canadian consumers of financial 
products, not only by enforcing compliance 
measures but also by working with institutions to 


improve practices for the benefit of their clients. 


Legal Services Branch 


The federal Department of Justice provides legal 
services to FCAC. A senior counsel from Justice 
Canada is part of the management structure of 
FCAC and reports directly to the Commissioner. 
The senior counsel furnishes advice on all 


aspects of FCAC’s mandate and operations. 


Administrative Services Branch 


The Administrative Services Branch provides 
FCAC with such services as human resources, 
financial management, access to information 
and privacy, materiel management, facilities 
management, records management, informatics, 
security, occupational health and safety, mail, 


and messenger services. 


FCAC contracts with the Office of the 
Superintendent of Financial Institutions (OSFI) 


for its human resources and financial services, 


and with Public Works and Government 
Services Canada (PWGSC) for its technology 


and communications services. 
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After the 
implementation of 
FCAC’s compliance 
framework on 
September 1, 2002, 


some 40 consumer 


provision-related 
complaints were 
reported to FCAC 

by the financial 


institutions. 


Compliance overview 


Chart 5 (p. 20) and Charts 6 to 11 (pp: 29-33) 
provide an overview of the compliance matters 


FCAC has handled. 


Chart 6 presents the total compliance contacts 
ECAC has received since it was established in 
October 2001. In the first period of less than six 
months, the chart shows only 172 contacts. In the 
second period — FCAC’s first full fiscal year of 


operations — the chart records 685 contacts. 
The chart includes a year-to-year comparison of: 


m requests received for public hearings on bank 


branch closures; 


m branch closure notices received and requests 


to change the notice requirements; 


B inquiries and complaints related to the 
consumer provisions and to codes of conduct 
and public commitments (see definitions in 


Appendix A); 


w filings by the financial institutions of their 
complaint-handling procedures with FCAC; 


and 


m filings by these institutions of self-reported 


complaints. 


After the branch closure regulations came into 
effect at the end of February 2002, there was an 
increase in compliance contacts related to branch 
closures. Similarly, after the implementation of 
FCAC’s compliance framework on September 1, 
2002, some 40 consumer provision-related 
complaints were reported to FCAC by the 


financial institutions. 


Chart 7 presents the total number of filings 
FCAC has received from financial institutions 
since it was established in October 2001. 


These include: 


m branch closure notices that fall under the 
regulatory definition of a branch (that is, a 
place of business where there is an individual 


to disburse cash and open an account); 


m voluntary notices to the Commissioner about 


changes in retail services, 
m complaint-handling procedure filings; and 
m Public Accountability Statement filings. 
During 2002-03, FCAC received 282 branch 


closure filings and 20 voluntary notices 


concerning changes to retail services. 
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Chart 6: Total compliance contacts’ received 
(since FCAC was established October 24, 2001) 


Oct. 24/01-Mar. 31/02 Apr. 1/02-Mar. 31/03 


Branch closures 


Provide required notice — 17 
Requests for public hearings on branch closures? — 133 
Requests to change the branch closure 6 6 


notice requirements 
Codes of conduct? & public commitments* 


Complaints related to codes of conduct 81 242 
and public commitments 


Inquiries related to codes of conduct and public commitments 19 48 
Complaint procedures 


Provide complaint-handling procedures® — 8 
Consumer provisions 
Complaints related to consumer provisions 55 170 
Inquiries related to consumer provisions 11 21 
Self-reported complaints _ 40 
Total compliance contacts for the period 172 685 
1 Accontact is recorded when a person or an institution contacts FCAC about an issue or concern, including complaints and inquiries. This excludes routine filings. 
2 — Included in this figure are multiple requests pertaining to the same branch. 
3 For a definition of this item, see Appendix A (Glossary). 
4 For a definition of this item, see Appendix A (Glossary). 
5 For a definition of this item, see Appendix A (Glossary). 
Chart 7: Total filings’ received from financial institutions 
(since FCAC was established October 24, 2001) 
Oct. 24/01-Mar. 31/02 Apr. 1/02-Mar. 31/03 
Branch closure filings 
Closures that fall under the regulatory definition of a branch? ils 282 
Closures that do not fall under the regulatory definition of a branch? — 20 
Complaint-handling procedure filings 384 67 
Public Accountability Statement filings — 6 
Total filings for the period 397 375 


1 For a definition of this item, see Appendix A (Glossary). 
2 Branch closure regulations apply to any branch in which there is an individual to disburse cash and open an account. 
3 These filings were not required by legislation but were filed by the financial institution to keep the Commissioner informed of changes in retail services. 
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Chart 8 shows the 313 cases related to consumer _ provisions, or whether it was withdrawn. (Cases 
provisions that were closed during 2002-03. It are often withdrawn when consumers do not 
indicates whether the case was determined tobe — respond to FCAC’s attempts to contact them in 
a violation or a non-violation of the consumer order to continue the compliance review.) Of the 


313 cases, 23 involved violations. 


Chart 8: Compliance cases’ closed relating to consumer provisions by type of 
disposition, as of fiscal year end 
(March 31, 2003) 


Type of disposition Total cases 

closed during 
Non- Not fiscal year 

Violation? violation Withdrawn’ Granted’ granted’ 2002-03 


Accounts 


Advance notice of increased — 26 ii — —_— 33 
or new account fees 


Disclosure of account information, — 8 | —- — e) 
charges or services 


Disclosure of charges for — 4 2 — — 6 
account maintenance 


Disclosure of interest rates on accounts — 1 — — — | 
and method of calculation 


Provision of account agreements _— 1 1 — — 2p 
and complaint procedures 


Branch closures 


Provision of required notice 11 _— — — —- 11 

Request to change notice requirements — — — 5 6 11 

Requests for meetings® — — -- 32 87! 119 
Cost of borrowing (COB) — general® — 4 3 _— _ 7 
Credit cards 

Credit cards — general? _— 5 1 a _ 6 

Disclosure of annual credit card interest rate = — — 1 — — 1 

Disclosure of changes to COB — 4 8 — 12 


for credit cards 


Disclosure of COB, interest or fees a 10 3 — 116 
for credit cards 


Disclosure relating to optional services"? — — — “= _ -- 
for credit cards 


Receipt of monthly credit card statements — 2 2 — _— 4 
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Chart 8: (continued) j 


Type of disposition Total cases 
closed during 
Non- Not fiscal year 


Violation? violation Withdrawn’ Granted* granted’ 2002-03 


Disclosure of charges — 3 1 — — 4 
Disclosure of interest — in advertising — 2 -- — — 2 
Federal government cheques — — 1 2 —_ — 3 
fee charged to cash 
Holds on cheques — for deposits os 4 3 _ — 7 
Index-linked deposits — — —_ — — a 
Informing customers how to contact FCAC — 2 — _ — 2 
Loans 
Loans — general" _ 3 1 — _ 4 
Notification of changes or amendments — 5 4 — — 9 
to loan agreement or to COB 
Requirement to disclose COB in advertising 4 2 — — — 6 
Requirement to disclose COB = 2 6 = = 8 


when loan issued 


Requirement to provide information ~ 4 — — — 4 
on loan repayments, rebates or charges 


Requirement to provide 21 days’ notice — — 1 — — 1 
before mortgage renewal date 
Provide complaint-handling procedures'2 8 a — — — 8 
Tied selling 
Coercive tied selling — 4 4 — — 8 
Failure to display notices on tied selling — 12 — — — 12 
Total cases closed, by disposition 23 109 51 37 93 
Yearly total 313 


For a definition of this item, see Appendix A (Glossary). 

For a definition of this item, see Appendix A (Glossary). A case may involve more than one violation; see Chart 9 for more detail. 

Cases are often withdrawn when consumers do not respond to FCAC’s attempts to contact them in order to continue with the compliance review. 

The Commissioner granted the financial institution’s request to change the branch closure notice requirements or the individual's request for a meeting. 

The Commissioner did not grant the financial institution’s request to change the branch closure notice requirements or the individual's request for a meeting. 
Some were multiple requests pertaining to the same branch. 

Seventy-eight of these meeting requests involved one specific branch closure, where the institution voluntarily held a meeting without the necessity of a formal 
decision by the Commissioner. 

8 Includes issues involving interest rate differentials, payment amounts and co-signer responsibilities. 

9 Includes issues involving payments and associated finance charges. 

10 Refers to such services as insurance products. 

11 Includes issues involving payment changes and the calculation of penalty amounts. 

12 Fora definition of this item, see Appendix A (Glossary). 


ND OO HB WP — 
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Chart 9 presents the 43 violations, in 23 cases, that 


FCAC identified in 2002-03. The Commissioner 
issued 22 Letters of Reprimand, one Notice of 
Violation (including an administrative monetary 
penalty) and one Compliance Agreement. The 
majority of violations involved branch closure 
notices and disclosures in advertising of the cost 


of borrowing. 


Chart 10 shows the cases closed during 2002-03 
that were related to codes of conduct and public 
commitments. The chart indicates whether the 
case was determined to involve adherence or 
non-adherence to a code of conduct or public 
commitment, or whether it was withdrawn. 
There were 13 cases of non-adherence, 10 of 
which had to do with refusal of a consumer’s 


‘ request to open a bank account. 


Chart 11 provides details on branch closures 
in 2002-03. There were 302 closure notices filed, 


both required and voluntary. 


The chart covers: 


m closure notices filed by banks; 


m complaints received related to branch 


closures; 


m applications received, granted and pending for 


exemptions from filing of required notices; and 


m requests received, granted and pending for 


public meetings. 


During 2002-03, FCAC received 213 complaints 
concerning branch closures and 133 requests 
for public meetings related to the closing of 


23 branches. 


Chart 9: Compliance cases’ closed where action was taken, as of fiscal year end 
(March 31, 2003) 


Number of Number of Commissioner’s 
cases closed violations identified decision 
Branch closures 
Provision of required notice 11 18 11 Letters of Reprimand? 


Cost of borrowing (COB) — generals 


a 1 Compliance Agreement* 


Provide complaint-handling procedures® 8 8 7 Letters of Reprimand / 
1 Notice of Violation® with 
administrative monetary penalty 
Requirement to disclose COB in advertising 4 Ne 4 Letters of Reprimand 
Yearly total 23 43 1 Compliance Agreement / 
22 Letters of Reprimand / 


1 Notice of Violation with 
administrative monetary penalty 


For a definition of this item, see Appendix A (Glossary). 
For a definition of this item, see Appendix A (Glossary). 


For a definition of this item, see Appendix A (Glossary). 
For a definition of this item, see Appendix A (Glossary). 
For a definition of this item, see Appendix A (Glossary). 
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Includes issues involving interest rate differentials, payment amounts and co-signer responsibilities. 


Chart 10: Compliance cases' closed relating to codes of conduct? and 
public commitments? by type of disposition, as of fiscal year end 
(March 31, 2003) 


Type of disposition Total cases 
 ———_ closed during 
<a Non- fiscal year 


Adherence adherence Withdrawn‘ 2002-03 


Access to banking services 


No minimum deposit or balance required for account 1 — a 1 
Refusal to open — general 6 _— 3 9 
Refusal to open — because of bankruptcy 20 2 10 32 
Refusal to open — because of credit history 45 ut 23 io 
Refusal to open — because of employment status — — 2 2 
Refusal to open — because of lack of proper identification 18 1 9 28 
Debit card code 40 2 16 58 
Public commitments by financial institutions 
Commitment to cash federal government cheques 6 — 3 9 
(under $1,500)- 
On credit cards 3 — 1 4 
On investments 2 — — 2 
Other eZ 1 — 3 
Total cases closed by disposition 143 13 67 
Yearly total 223 
1 Fora definition of this item, see Appendix A (Glossary). 
2 For a definition of this item, see Appendix A (Glossary). 
3. Fora definition of this item, see Appendix A (Glossary). 
4 Cases are often withdrawn when consumers do not respond to FCAC’s attempts to contact them in order to continue with the compliance review. 
Chart 11: Matters related to branch closures 
(for fiscal year 2002-03) 
Closure notices filed by financial institutions 302! 
Complaints received related to branch closures? Pls} 
Requests to change the branch closure notice requirements 
Received 6 
Granted? . ; 5 
Pending 1 
Requests for public meetings on branch closures? 
Total number of meeting requests received 133 
Number of branches for which meeting requests were received 23 
Total number of branches in which meetings were required by the Commissioner 5 
Total number of branches in which meetings were not required by the Commissioner? il 
Total number of meeting requests pending if 
1 This figure includes all branch closure filings, including those that do not fall under the regulatory definition of a branch, as well as requests to vary the required notice. 
2 These are complaints related to branch closures; the individuals were not requesting a meeting. 
3 The Commissioner granted the financial institution’s request to change the branch closure notice requirements. 
4 Some were multiple requests pertaining to the same branch. 
5 Often, institutions will voluntarily hold a public meeting without a formal requirement from the Commissioner. 
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All institutions are 
required to file their 
complaint procedures 
with FCAC. In 
addition, the banks 
must inform new 
customers of their 
complaint procedures 
when a person opens 


an account. 


General consumer complaints 


and INquirles 


Addressing consumers’ concerns 


Role of FCAC 


The only complaints over which FCAC has 
jurisdiction are those involving contraventions 
of federal consumer provision legislation or 
regulations. For general complaints such as on 
quality of service or business policies, or specific 
contract disputes, we ensure that financial 
institutions put in place a complaint-handling 
procedure that includes access to a third-party 
dispute resolution process. We also direct 
consumers to the right channels in the financial 


institution where such complaints are handled. 


FCAC registers information about every complaint 
of a general nature, since the Commissioner is 
required to report annually on the types of 
complaints of which he is made aware. The 
information is also used to track trends and 
helps us determine appropriate topics for the 
consumer information material we produce. 

We provide the information in aggregate form 
to financial institutions so that they can respond 
to developing trends in terms of their business 
practices and in the type of information they 


provide to their customers. 


Complaint procedures of 
financial institutions 


All institutions are required to file their 
complaint procedures with FCAC. In addition, 
the banks must inform new customers of their 
complaint procedures when a person opens an 
account. In a recent mystery shopping exercise, 
we checked on the availability of information in 
bank branches about complaint procedures. 

We found that in about one case in five, the 


information was not readily available. 


Since FCAC came into being, many institutions 
have been reviewing their complaint procedures, 
not only to improve the process for the consumer 
but also to gain a better understanding of the 
problems that occur. It is also desirable that 
institutions continue to set performance 
standards for their employees, prompting them 


to respond to consumer complaints. 


Connecting with Canadians @ FCAC Annual Report 2002-2003 


How FCAC processes a complaint 


When someone contacts FCAC with a complaint, 
it is examined to determine whether it falls under 
the Agency’s jurisdiction and whether it involves 
a possible contravention of the law. If research is 
required, the consumer will receive a call back 


within 48 hours. 


Once the consumer’s situation is understood and 
the jurisdiction established, the complainant is 
told of the options available. If the complaint 
involves a possible contravention of the law, an 
FCAC compliance officer contacts the consumer’s 
financial institution to discuss the complaint. If 
further action is recommended, an officer may 
request factual information in writing from the 


consumer and the institution. 


The consumer is also informed about the 
institution’s procedures for dealing with 
complaints. If the matter is not under our 
mandate, we direct the consumer to the 
organization best equipped to deal with 


the issue. 


Consumer provision complaints 


FCAC investigates complaints related to all 
banks and to all federally registered or 
incorporated insurance and trust and loan 
companies. FCAC is not responsible for credit 
unions, finance companies, mutual fund dealers, 
securities dealers or other financial institutions 


that fall under provincial jurisdiction. 
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Any consumer 
can file a complaint 
with FCAC about 


a contravention of a 


consumer provision. 
There is no 


cost involved. 


Federally regulated financial institutions must 
comply with federal consumer legislation. If a 
consumer thinks a financial institution has not 
met its lawful obligations, FCAC will investigate 


the matter. 


Under the compliance framework, any federally 
regulated financial institution is also obliged 

to self-report to FCAC any customer complaint 
not resolved initially that involves a consumer 
provision. In such cases the institution is further 
required to inform consumers immediately about 
FCAC, so that they can contact us directly if they 


wish to. 


If FCAC determines that an institution has 
contravened a consumer provision, it may issue 
a warning letter or a Notice of Violation to the 
institution and impose a monetary penalty. 
FCAC may also publicize details of a violation, 
including the name of the institution and the 


amount of the penalty imposed. 


If, in addition to reporting a contravention of 


the consumer provisions to FCAC, a consumer 


is seeking individual redress, FCAC provides 
information on the procedure used by the 
financial institution to handle such a case and 
directs the consumer to the department or 
individual in the institution dealing with this 


type of complaint. 


Any consumer can file a complaint with FCAC 
about a contravention of a consumer provision. 
There is no cost involved. Consumers can 

call us toll-free at 1-866-461-3222 or e-mail us 
at info@fcac-acfc.gc.ca. Appendix B (p. 63) 


illustrates our complaint-handling process. 


General complaints and inquiries 
overview 


Chart 12 shows that FCAC received a total of 
14,505 contacts in the past fiscal year. This figure 
includes requests for publications, filings, inquiries 
on compliance and non-compliance matters, 
complaints not related to compliance matters, 


and cases related to compliance matters. 


Chart 12: Total contacts received by FCAC for fiscal year 2002-03, by topic 


614 


365 69 


6,882 


6,200 


@ Filings by federally 
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Inquiries not related 
to compliance 
matters (6,882) 


our publications 
(365) 


3 Complaints related 
to compliance 
matters (614) 


Complaints not 
related to compliance 
matters (6,200) 


a Inquiries related 


regulated financial to compliance 
institutions (FIs) matters (69) 
(375) 


TOTAL: 14,505 


Chart 13: Inquiries and complaints received excluding compliance matters, 
by province or territory’ 
(for fiscal year 2002-03) 


Yearly 
: total by 
Category AB BC MB NB WNL NS ON PE QC _ SK _ Terr. Unknown? USA category 
Accounts 68 Sine 20 if Oe lp 244 Deel 11 3 67 3 786 
Branch closures 23 74 28 2 [AO 6S 0 51 4 0 9 1 402 
Cheques 2 5 23 4 0 9 129 @ Wey 9 4 30 0 442 
Complaint Ginli2 2 2 0 0 28 @ Wh 3 0 6 0 70 
procedures 
Credit cards 202220 Go) ro Ol cOmnO4 089 i asaay ie eS a ehey2 
Debit cards 5 6 2 3 0 iy Pi 0 48 0 0 2 0 98 
General Dl 8 SS) ) rea GSAS) TANG 6 180 7a TS) 
inquiries 
Insurance OSE OC) CON GuennO4emme2O9 ) 2a WG 1 33 5 861 
Investments 77 72 4] 7 4 23 = 241 3. 148 18 0 33 4 671 
Loans SO 0/4 20 hy eer et AC Ws 0 48 3 650 
Mortgages Simmel 25 8 Sah N77 30 08 6 0 27 1 534 
Privacy 2A SA ale 5 3 6 691 1 36 7 1 9 0 229 
Quality of 105 94 44 «15 8 47 340 3 We 2 2 42 3 902 
service 
Service fees 44 51 20 6 4 16 135 @ iiss ks 0 23 5 1,488 
Small/ 30. 12 8 7 1 De | ile 1 11 3 199 
medium-sized 
enterprises 
Other? AN) by) SY 8 4 21 180 nls 9 1 50 4 519 
Yearly total 1,444 1,221 613 233 159 496 3,679 62 4,083 313 22 695 62 13,082 
(prov./terr.) 


1 This chart also excludes requests for publications. 

2 The province or territory was not indicated by the consumer. 

3 Includes miscellaneous inquiries and complaints received regarding automated banking machines, electronic and telephone banking, estate matters, exchange rates, 
interest rates, and tied selling. 


“ 


Chart 13 indicates that FCAC received 13,082 Ontario (28 percent) and Quebec (31 percent). 
inquiries and complaints, excluding compliance Consumers from Alberta and British Columbia 


matters, during 2002-03. The majority were from also contacted FCAC frequently. 
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Chart 14: Inquiries and complaints by type of financial institution regulated by FCAC, 
excluding compliance matters’ 
(for fiscal year 2002-03) 


Life P&C? Yearly 
insurance Loan insurance Trust total by 

Category Banks companies companies companies companies category 
Accounts 656 4 1 3 1 679 
Branch closures 393 0 0 0 q 400 
Cheques 358 0 0 0 4 362 
Complaint procedures 51 3 0 7 2 63 
Credit cards 1,756 2 5 2 8 1,773 
Debit cards 76 0 0 0 1 ah 
General inquiries 804 76 4 26 55 965 
Insurance 37 245 0 386 0 668 
Investments 267 39 1 0 31 338 
Loans 353 2 4 0 ii 366 
Mortgages 344 13 5 2 27 391 
Privacy 132 14 0 2 4 152 
Quality of service 648 25 1 8 it 709 
Service fees 1,344 12 | 2 8 1,367 
Small/medium-sized enterprises 138 1 3 0 1 143 
Other? 320 12 2 2 12 348 
Total by federally regulated Fl 7,677 448 27 440 209 8,801 


1 This chart also excludes requests for publications. 

2 Property and casualty. 

3 Includes miscellaneous inquiries and complaints received regarding automated banking machines, electronic and telephone banking, estate matters, exchange rates, 
interest rates, and tied selling. 


Chart 14 provides a breakdown of the types Chart 15 shows that FCAC received 6,882 general 
of inquiries and complaints, excluding inquiries from consumers during 2002-03. Of this 
compliance matters, received by FCAC. These total, 2,968 related to general questions such as: 


are grouped by the types of financial institutions 

that FCAC regulates. The chart shows that m whether various financial institutions were 

87 percent of all inquiries and complaints legitimate organizations; 

pertained to banks. Overall, FCAC received 

8,801 inquiries and complaints about federally m@ whether a particular financial institution was 

regulated financial institutions. a member of the Canada Deposit Insurance 
Corporation and therefore whether deposits 


with it were insured; 
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m how to go about getting a student loan; Many of the questions FCAC received related to 
credit cards. Consumers wanted to know how 

a how to obtain credit counselling advice; interest was calculated on their cards, how to 
cancel a credit card and how to apply for certain 

m how to get a copy of a personal credit file; types of cards, such as secured cards. A significant 

and number of consumers asked for assistance in 

understanding letters that described changes in 

mw where to get information on Canada their credit card fees. 


Savings Bonds. 


Chart 15: General inquiries received, excluding compliance inquiries’ 
(for fiscal year 2002-03) 


Category Yearly total by category } 
- Many of the questions 
pec ous eal FCAC received last 
Branch closures 189 iste a 
r redi 

cents “es year related to cre 
Complaint procedures 59 cards. Consumers 
Credit cards 1,368 wanted to know 
Debit cards . 39 how interest was 
General inquiries 2,968 calculated on their 
Insurance 302 

cards, how to cancel 
Investments 324 
ane 987 a credit card and how 
Mortgages 196 to apply for certain 
Privacy 88 types of cards, such 
Quality of service 99 as secured cards. 
Service fees 135 
Small/medium-sized enterprises 81 
Other? 267 
Yearly total : 6,882 


1 This chart also excludes requests for publications. 
2 Includes miscellaneous inquiries received regarding automated banking machines, electronic and telephone banking, estate matters, exchange rates, interest rates, 
and tied selling. 
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Chart 16 outlines the types of complaints, 
excluding compliance matters, received by FCAC 
from consumers during 2002-03. Complaints 
about service fees represented about 22 percent 
of the 6,200 contacts. Three quarters of the 
complaints resulted from a letter-writing 


campaign initiated by Option consommateurs. 


FCAC received a large number of complaints 
from consumers about the quality of service they 
had received when approaching financial 
institutions concerning investment products and 
personal loans. Consumers also complained 
about general problems with their bank accounts: 
missing funds, errors by branch staff and 


transaction delays caused by fund transfers 


between financial institutions. 


Chart 16: Complaints excluding those related to consumer provisions 
(for fiscal year 2002-03) 


ee 


Category Yearly total by category 
Accounts 489 
Branch closures 213 
Cheques 259 
Complaint procedures 11 
Credit cards 584 
Debit cards 59 
General inquiries ili 
Insurance 559 
Investments 347 
Loans 363 
Mortgages 338 
Privacy 141 
Quality of service 803 
Service fees 1,88) 
Small/medium-sized enterprises 118 
Other’ 252 
Yearly total 6,200 


1 Includes complaints received regarding automated banking machines, electronic and telephone banking, estate matters, exchange rates, interest rates, and tied selling. 
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Chart 17: Inquiries and complaints received about credit cards, 
excluding compliance matters 
(for fiscal year 2002-03) 


Yearly total 
Category Inquiries Complaints by category 
Applications'/cancellations 155 94 249 
Bill payments 23 103 126 
Disclosure on credit cards 1 3 4 
Fraud 13 29 42 
Grace period (during which time consumer does not pay interest) 3 6 ) 
Insurance on credit card 10 14 24 
Interest calculation 15 42 57 
Solicitation by card issuer to get consumers to apply for card 54 103 157 
Transfer of balance to another card 4 17 21 
Other? 1,090 173 1,263 
Yearly total 1,368 584 1,952 


1 Includes unwanted card-applications. 


2 Other topics raised by consumers included: a change in the charges associated with a particular credit card; secure credit cards; re-activation of credit card 
numbers; stopping pre-authorized payments; requests for payment from collection agencies; and credit cards not accepted in certain countries. 


With regard to credit complaints, consumers 
expressed frustration about being charged 
interest for late payments even though they had 
paid their credit card bill on or before the due 
date. They also complained about receiving 
unwanted credit card applications by mail, about 
being considered liable for unauthorized 
transactions on their credit card accounts and 
about problems in stopping pre-authorized 


payments. : P 


With regard to insurance, consumers complained 
that their premiums for house and automobile 
insurance had increased significantly. They also 


complained about lengthy delays in having their 


insurance claims settled. 
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Charts 17 to 21 (pp. 41-44) examine in more 
detail the most common topics of inquiries and 
complaints not related to compliance. These had 


to do with credit cards (Chart 17), personal loans 


(Chart 18), mortgages (Chart 19), service fees 
(Chart 20) and quality of service (Chart 21). 


With regard to 
personal loans, FCAC 
received several 
complaints from 
people who had 
co-signed a loan and 
were being held 
responsible for the 
outstanding balance 
when the primary 
borrower could not 
meet the repayment 


obligations. 


Chart 18: Inquiries and complaints received about personal loans, 
excluding compliance matters 
(for fiscal year 2002-03) 


Yearly total 
Category Inquiries Complaints by category 
Collection of loan’ 51 131 182 
Contract for loan 23 23 46 
Interest calculation on loan 10 21 31 
Refusal to grant a loan 25 49 74 
Other? 178 139 317 
Yearly total 287 363 650 


ee eee eee 


1 Includes problems where clients were not advised that the unpaid loan had gone to the collection agency. 
2 Other topics raised by consumers included: responsibilities of loan co-signers; debt consolidation; obtaining and repaying student loans; and loan accounts closed 


because of late loan payments. 


With regard to personal loans (Chart 18), FCAC 
received several complaints from people who 
had co-signed a loan and were being held 
responsible for the outstanding balance when the 
primary borrower could not meet the repayment 


obligations. FCAC also received inquiries and 


complaints from consumers who had been 
contacted by collection agencies about repaying a 
loan that had gone into arrears. The callers 
wanted to know what their rights were and how 


they should go about repaying the loan. 


Chart 19: Inquiries and complaints received about mortgages, 
excluding compliance matters 
(for fiscal year 2002-03) 


Yearly total 
Category Inquiries Complaints by category 
Applying for a mortgage 13 20 33 
Collection/foreclosure 16 45 61 
Discharge, transfer and administrative fees 12 30 42 
Existing mortgage 24 46 70 
Insurance 12 26 38 
Penalty/differential/refinancing 28 55 83 
Property taxes he) 20 25 
Refusal to renew 1 3 4 
Other! 85 93 178 
Yearly total 196 338 534 


Se ee ee ee 


1 Other topics raised by consumers included: reverse mortgages; using registered retirement savings plans for mortgage down payments; and Canada Mortgage and 


Housing Corporation fees. 
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Chart 19 shows the numerous consumer 
complaints received by FCAC about mortgage 
penalties. Consumers often did not understand 
why the estimate of the penalty charge increased 
between the time they first asked about it and 
the time they actually renegotiated their 
mortgage. They also wondered how the penalty 


was calculated. 


Chart 20 shows that the majority of consumers 
who contacted us about service fees were 
complaining about ABM service fees. A number 
of these complaints were initiated as a result of 


the campaign by Option consommateurs. 


Chart 20: Inquiries and complaints received about service fees, 
excluding compliance matters 
(for fiscal year 2002-03) 


Category 

ABMs! 19 1,0462 1,065 
Accounts 30 76 106 
Credit cards 14 4] 9) 
Debit cards 18 13 31 
Investments 13 72 85 
Small/medium-sized enterprises 6 18 24 
Other’ : : 35 87 122 
Yearly total 135 1,353 1,488 


1 Includes inquiries and complaints about financial institution-owned ABMs as well as privately owned ABMs. 

2 Anumber of these complaints were initiated as a result of a campaign undertaken by Option consommateurs. 

3 Other topics raised by consumers included: fees on special transactions such as NSF charges; charges to non-customers for cashing personal cheques; and 
charges for drafts, money orders and wire transfers. 
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The majority of 
consumers who 
contacted us about 
service fees were 
complaining about 
ABM service fees. 


Chart 21 shows that, of the 902 inquiries and m being harassed by a financial institution’s 
complaints received about quality-of-service collection department or by a collection 
issues, 803 were complaints. They accounted for agency for repayment of a loan; 
89 percent of the contacts under this category. 
Some of the complaints related to: w finding that the contents of a safety deposit 
box had been tampered with; and 

g not being able to use 100-dollar bills in 

branches or stores; w being unable to cash a money order without 


being a customer of an institution. 


Chart 21: Inquiries and complaints received about quality of service, 
excluding compliance matters 
(for fiscal year 2002-03) 


Yearly total 
Category Inquiries Complaints by category 
Accounts 12 100 112 
Credit cards 6 61 67 
Errors/delays 14 115 129 
Insurance 3 19 22 
Investments 9 100 109 
Personal loans 2 74 76 
Mortgages 6 37 43 
Small/medium-sized enterprises 0 22 22 
Other! 47 275 322 
Yearly total 99 803 902 


5.8 —————————— 


1 Other topics raised by consumers included: not being able to use 100-dollar bills; being harassed by an institution's collection department or by collection agencies; 
problems with contents of safety deposit boxes; and cashing money orders. 
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Financial Statements 
Financial highlights 


The Financial Consumer Agency of Canada Act 
created the Financial Consumer Agency of 
Canada (FCAC) on October 24, 2001. While 
FCAC’s first annual report for the fiscal year 
2001-02 covered only five months of operations, 


this annual report covers a full fiscal year. 


FCAC is funded entirely by assessments paid by 
This year, the Office 


of the Auditor 


General of Canada 


federally regulated financial institutions. Since 
most of the consumer provisions that FCAC 


oversees apply to banks, bank-related issues 


account for the bulk of the Agency’s workload. was appointed by 
Banks are therefore assessed more than 90 percent Order-in-Council as 
OEEGAC’s costs: the auditor for FCAC. 


Its role is to audit the 
This year, the Office of the Auditor General of 
annual financial 


statements of FCAC 


Canada was appointed by Order-in-Council as 
the auditor for FCAC. Its role is to audit the 
annual financial statements of FCAC and to and to report to the 


report to the Minister of Finance on the results of Minister of Finance 
on the results of 


the audit. 


the audit. The auditor’s opinion is included on 


page 49 of this report. 


In its report for this year, the Office.of the 
Auditor General stated: 


. these financial statements present fairly, 
in all material respects, the financial position 
of the Agency as at March 31, 2003 and the 
results of its operations and its cash flows 
for the year then ended in accordance with 
Canadian generally accepted accounting 
principles. 
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(WyEamnings 
Dunes 


oe 


Since FCAC is 
a small agency, 
we seekto — FCAC’s expenses for the first full year of m Because of workload priorities (e.g. a 
46 achieve economies ~ operations amounted to $5.4 million. This amount “mystery shopping” contract, and the writing 
through the use = Was below the $7.2 million projected in FCAC’s and production of several new publications), 
of partnerships. Business Plan for the Year 2002-03. The difference certain activities were postponed to the next 

is due primarily to the following factors: fiscal year, 2003-04. 

w In the first full year of operations, FCAC Since FCAC is a small agency, we seek to achieve 
adopted a targeted approach to its consumer economies through the use of partnerships. We 
education mandate. We did not implement a contract out certain key services rather than 
more aggressive communications plan that creating and maintaining our own. FCAC has 


would have aimed for a higher public profile contracts in place with other, larger organizations 
through the significant use of paid advertising. for the provision of the following services: 

In contrast, FCAC was very successful in 

achieving extensive media coverage across 


Canada on issues of importance to consumers. 
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m= Human resources and financial administrative These partners have considerable experience in 
services are provided to FCAC by the Office providing high-quality services. By working with 
of the Superintendent of Financial Institutions | OSFI and CDIC, FCAC is able to benefit from 
(OSFI). their knowledge and experience in dealing with 
the financial sector. For example, it has access to 
m Informatics procurement and support, as well experienced call centre personnel and can use 
as communications services, are provided by already established databases to determine 
Public Works and Government Services assessment amounts. 
Canada (PWGSC). 
During our first full year of operations (2002-03), 


gw The Consumer Contact Centre (call centre) we have better defined and established FCAC’s 
is a joint venture with the Canada Deposit program of activities and services in accordance 
Insurance Corporation (CDIC). with legislation and stakeholder expectations. 


Now that we are fully operational, we expect 


that our expenditures will match our planned As'we move forward 


budget of $7.3 million for the fiscal year 2003-04. with a credible and 


We will also be overseeing the introduction of effective program to 
new regulations governing access to banking protect financial 
services, and will be undertaking special consumers and inform 
examinations. 


Canadians, we will 


continue to ensure the 
As we move forward with a credible and ; 
A; ’ efficient use of our 
effective program to protect financial consumers 


: i : ; inancial resources. 
and inform Canadians, we will continue to financial resources 


ensure the efficient use of our financial resources. 
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Management responsibility for financial statements 


Responsibility for the integrity and objectivity of the accompanying financial statements, and their 
consistency with all other information contained in this annual report, rests with the management 


of the Financial Consumer Agency of Canada (FCAC). 


These financial statements, which include amounts based on management's best estimates as 
determined through experience and judgment, have been prepared in accordance with Canadian 
generally accepted accounting principles. Management has developed and maintained books of 
accounts, records, internal controls, management practices and information systems designed to 
provide reasonable assurance that assets are safeguarded and controlled, resources are managed 
economically and efficiently in the attainment of corporate objectives, and transactions are in 
accordance with the Financial Administration Act and regulations, as well as with FCAC policies 


and statutory requirements. 


The Auditor General of Canada, the independent auditor for the Government of Canada, 


has audited the transactions and financial statements of FCAC, and reports on her audit to the 


Minister of Finance. 


William G. Knight Jim Callon 
Commissioner Deputy Commissioner 
Financial Consumer Agency of Canada Financial Consumer Agency of Canada 


Ottawa, Canada 
May 23, 2003 
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Auditor General of Canada 
Vérificatrice générale du Canada 


Auditor’s Report 
To the Minister of Finance 


I have audited the statement of financial position of the Financial Consumer Agency of Canada as at 
March 31, 2003 and the statements of operations and equity of Canada and cash flows for the year 
then ended. These financial statements are the responsibility of the Agency’s management. My 


responsibility is to express an opinion on these financial statements based on my audit. 


I conducted my audit in accordance with Canadian generally accepted auditing standards. Those 
standards require that I plan and perform an audit to obtain reasonable assurance whether the 
financial statements are free of material misstatement. An audit includes examining, on a test basis, 
evidence supporting the amounts and disclosures in the financial statements. An audit also includes 
assessing the accounting principles used and significant estimates made by management, as well as 


evaluating the overall financial statement presentation. 


In my opinion, these financial statements present fairly, in all material respects, the financial position 
of the Agency as at March 31, 2003 and the results of its operations and its cash flows for the year 


then ended in accordance with Canadian generally accepted accounting principles. 


FeO Bish ee : 


John Wiersema, CA 
Assistant Auditor General 


for the Auditor General of Canada 


Ottawa, Canada 
May 23, 2003 
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Statement of Financial Position 


As at March 31 


2003 2002 
ASSETS 
Current 
Cash Entitlement $ 2,050,040 $ 4,507,326 
Assessments Receivable 27,994 6,829,109 
Other Current Assets 1,625 =o 
Other Assets 81,571 31,376 
Capital Assets (note 5) 683,367 719,088 
Total Assets $ 2,844,597 $ 12,086,899 
LIABILITIES 
Current Liabilities 
Accounts Payable and Accrued Liabilities (notes 6, 7) $ 720,308 $ 1,289,067 
Unearned Revenue 650,052 3,690,589 
Loan Payable (note 6) 1,350,000 7,000,000 
Employee Future Benefits 124,237 107,243 
Total Liabilities $ 2,844,597 $ 12,086,899 
Equity of Canada = = 
TOTAL LIABILITIES AND EQUITY OF CANADA $ 2,844,597 $ 12,086,899 


Commitments (note 8) 


Approved by: 


William G. Knight 


Commissioner, Financial Consumer Agency of Canada 


The accompanying notes are an integral part of these Financial Statements. 
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Statement of Operations and Equity of Canada 


For the year ended March 31 


Unaudited 
(5 months — note 9) 
2003 2002 

REVENUE 

Assessments $ 5,383,452 $ 3,297,772 
Total Revenue 5,383,452 3,297,772 
EXPENSES 

Salaries and Benefits (note 4) 2,848,840 988,914 

Provision for Employee Future Benefits _ ; 16,994 107,243 

Information Management / Information Technology Costs (note 7) 611,526 834,796 

Professional Services (note 7) 835,886 621,394 

Accommodation (notes 7, 8) 616,611 O22185 

Interest 101,950 61,449 

Travel 88,669 19,159 

Other 262,976 142,682 
Total Expenses 5,383,452 3,297,772 
Net Operating Results $ — $ = 
EQUITY OF CANADA 


Equity of Canada, Beginning of Year — —- 


Equity of Canada, End of Year $ — $ = 


The accompanying notes are an integral part of these Financial Statements. 
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Statement of Cash Flows 


For the year ended March 31 


Unaudited 
(5 months — note 9) 
2003 2002 
OPERATING ACTIVITIES 
Net Operating Results $ -— $ — 
Non-Cash items included in net operating results 
Amortization of Capital Assets (note 5) 151,328 — 98,468 
Accrued Employee Future Benefits 16,994 107,243 
Changes in working capital 
Decrease / (Increase) in Assessments Receivable 6,801,115 (6,829,109) 
(Increase) in Other Assets (50,195) (31,376) 
(Increase) in Current Assets (1,625) — 
(Decrease) / Increase in Accounts Payable and Accrued Liabilities (568,759) 1,289,067 
(Decrease) / Increase in Unearned Revenue (3,040,537) 3,690,589 
Cash Flow provided by / (used for) Operating Activities 3,308,322 (1,715,118) 
INVESTING ACTIVITIES 
Acquisition of Capital Assets (115,607) (777,556) 
Cash Flows used for Investing Activities (115,607) (777,906) 
FINANCING ACTIVITIES 
New Borrowings during the year 1,350,000 7,000,000 
Repayments during the year (7,000,000) ae 
Cash Flows (used for) / provided by Financing Activities (5,650,000) 7,000,000 
CASH ENTITLEMENT 
(Decrease) / Increase During the Year (2,457,285) 4°507,326 
Balance, Beginning of Year 4,507,326 — 
Balance, End of Year $ 2,050,040 $ 4,507,326 
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The accompanying notes are an integral part of these Financial Statements. 


Notes to the financial statements 


For the year ended March 31, 2003 


1. Authority and objectives 


On October 24, 2001, the Financial Consumer Agency of Canada Act (the Act) came into force, 
establishing the Financial Consumer Agency of Canada (FCAC, or the Agency). The Financial 
Consumer Agency of Canada is responsible for strengthening the oversight of consumer protection 
measures in the federally regulated financial sector and for expanding consumer education activities. 
The Agency is a department of the Government of Canada and is listed in schedule I.1 of the Financial 


Administration Act. 
FCAC’s mandate is specifically set out in the Financial Consumer Agency of Canada Act. It must: 


a) supervise financial institutions to determine whether they are in compliance with the consumer 


provisions applicable to them; 


b) promote the adoption by financial institutions of policies and procedures to implement consumer 


provisions applicable to them; 


c) monitor the implementation of financial institutions’ publicly available voluntary codes of conduct 
that are designed to protect the interests of their customers, and monitor any public commitments 


made by financial institutions to protect the interests of their customers; 


d) promote consumer awareness about the obligations of financial institutions under consumer 


provisions applicable to them; and 


e) foster an understanding of financial services and issues relating to financial services, in 
cooperation with any department, agency or agency corporation of the Government of Canada, 


or of a province, financial institution, or consumer or other organization. 


Section 18(3) of the Act provides that the Agency’s costs of operations are to be assessed to the 
industry. FCAC’s operations are entirely funded through this process. No annual parliamentary 
appropriations are received by the Agency, and the Government of Canada made no initial 


investment in the Agency at start-up. 
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FCAC assessment revenues are charged in accordance with the Financial Consumer Agency of Canada 
Assessment of Financial Institutions Regulations, which outline the methodology used to determine each 


institution’s assessment. 


The Agency manages its working capital requirements by borrowing funds from the Government of 


Canada as authorized under section 13.1 of the Act. 


2. Summary of significant accounting policies 


a) Basis of presentation 


These financial statements have been prepared in accordance with Canadian generally accepted 
accounting principles. The Agency is entirely dependent on its assessments of financial institutions to 


fund its costs of operations, including those related to employee future benefits. 


b) Revenue recognition 


FCAC matches its revenue to its operating costs. Any assessments that have been billed and for which 
costs have not been incurred are classified as current liabilities (unearned revenue) on the statement 


of financial position. 


Assessments are billed annually based on an estimate of the current fiscal year’s costs of operations 
together with an accounting of the previous year’s assessed costs against actual costs incurred. The 
assessment process is undertaken before December 31 in each year, in accordance with section 18(1) of 
the Act. As a result, at March 31 of each year, amounts may have been collected in advance of the 


incurrence of costs or, alternatively, funds may be owed to the Agency to fund its costs of operation. 


c) Employee future benefits 


i) Pension benefits 
FCAC’s eligible employees participate in the Public Service Superannuation Plan (the Plan) 
administered by the Government of Canada. Both employees and FCAC contribute to the cost of 


the Plan. The Agency’s contribution amount is currently based on a multiple of employees’ 
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required contributions, and may change over time depending on the experience of the Plan. These 
contributions represent the total pension obligations of the Agency and are charged to operations 
on a current basis. FCAC is not required under present legislation to make contributions with 


respect to any actuarial deficiencies of the Plan. 


ii) Severance benefits 

On termination of employment, employees are entitled to certain benefits provided for under their 
conditions of employment through a severance benefits plan. The cost of these benefits is 
periodically actuarially determined and is accrued as employees render the services necessary to 


earn severance benefits. 


The cost of the severance benefits is actuarially determined using the projected benefit method 
prorated on services. The valuation of the liability is based upon a current market discount rate 
and other actuarial assumptions, which represent management's best long-term estimates of 


factors such as future wage increases and employee resignation rates. 


In those years where no actuarial review is performed, management prepares an estimate of the 
closing employee future benefits liability, based on the most recent actuarial report and current 


employee information. 


d) Cash entitlement 


The Financial Consumer Agency of Canada does not deposit cash into or issue cheques from its own 
bank account. The financial transactions of the Agency are processed through the Consolidated 
Revenue Fund (CRF), a banking facility administered by the Receiver General for Canada. FCAC’s 
cash entitlement represents the amount the Agency is entitled to withdraw from the CRF without 


further authority. This amount does not earn interest. 


e) Assessments receivable 


Assessments receivable are stated at amounts expected to be ultimately realized and represent a debt 


due to Her Majesty. 
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f) Capital assets 


All capital assets are initially recorded at acquisition cost. Amortization of capital assets is calculated 


on a straight-line basis over the estimated useful life of the asset, as follows: 


Asset class Amortization period 

Office equipment 4 years 

Furniture and fixtures 7 years 

Informatics hardware 3 years 

Informatics software 5 years 

Leasehold improvements lesser of useful life or term of the lease 


3. Measurement uncertainty 


The preparation of financial statements requires management to make estimates and assumptions 
that affect the reported amounts of assets, liabilities, revenues and expenses reported in the financial 
statements. At the time of preparation of these statements, management believes the estimates and 
assumptions to be reasonable. The most significant item involving the use of estimates and 
assumptions is the Agency’s allowance for employee future benefits. This liability was actuarially 
determined for the fiscal year ended March 31, 2002, and was estimated by management for the year 
ended March 31, 2003. 


4. Benefits 


FCAC recognized benefit costs in the amount of $507,813 during the year in respect of employee 
benefits using a contribution rate of approximately 27.5 percent. The majority of this amount was in 


respect of pension benefits for employee participation in the Public Service Superannuation Plan. 
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5. Capital assets 


Opening Closing 
Opening accumulated Amortization accumulated Closing 
Category balance Additions amortization expense amortization balance 


Leasehold improvements $ 361,654 $ 14,156 $ 33,898 $ 82,329 $ 116,227 $ 259,583 


Furniture and fixtures 362,907 29,977 21,602 52,482 74,084 318,800 
Office equipment 36,845 -- 1,198 9,211 10,409 26,436 
Informatics hardware 7,650 — 1,062 2,550 3,612 4,038 
Informatics software 8,500 71,474 708 4,756 5,464 74,510 
Total $ 777,556 $ 115,607 $ 58,468 $ 151,328 $ 209,796 $ 683,367 


6. Loan payable 


FCAC funds its ongoing operations with cash advanced from the Consolidated Revenue Fund. The 
terms and conditions of the loan agreement for funds advanced as at March 31, 2003, together with 


comparatives for the preceding year, are as follows: 


Principal amount: $1,350,000 (2002 — $7,000,000) 
Maturity date: Feb. 21, 2004 (2002 — May 19, 2002) 
Interest rate: 3.38% (2002 — 2.39%) 


Interest is due upon maturity, and is recorded in Accounts Payable and Accrued Liabilities. 


/. Related party transactions 


FCAC is related in terms of common ownership to all Government of Canada departments and 
Crown corporations. The Agency has entered into service agreements with several departments and 
one Crown corporation for the supply of key services to the Agency and its staff in carrying out its 
mandate. FCAC currently works with the following partners: 

m Public Works and Government Services Canada (PWGSC) 


m Canada Deposit Insurance Corporation (CDIC) 


m the Office of the Superintendent of Financial Institutions (OSFI) 
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FCAC also enters into transactions with other government entities in the normal course of business 
and on normal trade terms applicable to all individuals and enterprises. The details of these 


transactions are not set out below. 


The following tables summarize the impact of the Agency’s significant related-party transactions for 
the year on total expenses. The transactions are measured at the exchange amount, which is the 


amount of consideration established and agreed to by the related parties. 


2002 
Expenses 2003 (Unaudited — 5 months) 
PWGSC — Information Management / Information Technology $ 557,500 $ 700,000 
PWGSC — Accommodation $ 458,803 $ 450,849 
CDIC — _ Professional Services (Call Centre Administration) $ 246,496 $ 134,576 
OSFI — Professional Services (Human Resources Services) $ 98,232 $ 182,131 
OSFI — Professional Services (Financial Services) $ 102,060 $ 53,287 

At the end of the year, amounts due to the above related parties are as follows: 

Accounts payable 2003 2002 
PWGSC — __ Information Management / Information Technology $ 136,000 $ 700,000 
PWGSC — Accommodation $ — $ = 
CDIC — _ Professional Services (Call Centre Administration) $ 82,103 $ 71,000 
OSFI — _ Professional Services (Human Resources Services) $ 8,489 $ <= 
OSFI — Professional Services (Financial Services) $ 8,820 $ = 
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8. Commitments 


Contractual commitments arising from service agreements entered into with various departments and 
one Crown corporation for the supply of key services to the Agency, as well as future minimum lease 


payments for the remaining term of the Agency’s lease for office space are outlined below. 


? Year ending March 31 Service agreements Operating lease Total 
2004 $746,288 $291,347 $1,037,635 
2005 92,264 291,347 383,611 
2006 sR 291,347 384,764 
Total $931,969 $874,041 $1,806,010 


9. Comparative figures 


The comparative figures reflect the results of operations and the cash flows of the Agency during the 
five-month period beginning October 24, 2001, and ending March 31, 2002. These comparative figures 


are unaudited. 
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Appendix A: Glossary 


Adherence (to a voluntary code of 
conduct or public commitment) 

After investigation of a complaint, a finding by 
the Financial Consumer Agency of Canada 
(FCAC) that actions of the financial institution 
concerned are consistent with that institution’s 
voluntary code of conduct or public commitment 


governing such actions. 


Case 

A file opened by FCAC’s Compliance and 
Industry Relations Branch on a compliance 
matter, such as an alleged contravention of a 
consumer provision, code of conduct or public 
commitment. Circumstances surrounding the 


matter are reviewed and assessed by the Branch. 


Closed case 
Compliance case investigated by FCAC and 
concluded by March 31. 


Code of conduct 

A code adopted by a financial institution or 

an industry association and made publicly 
available (for example, on its Web site), designed 
to protect the interests of customers of that 
institution or association. FCAC monitors 
adherence by federally regulated financial 


institutions to their voluntary codes of conduct. 
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Coercive tied selling 

The action of coercing or imposing undue 
pressure on a person to obtain a product or 
service from a particular person, bank or affiliate 
as a condition for obtaining another product or 


service from that same source. 


Complaint-handling procedure 

Procedure that each federally regulated financial 
institution is required by law to put into place for 
dealing with complaints made by persons who 
have requested or received products or services 


from that institution. 


Compliance Agreement 

Agreement entered into by the Commissioner 
and a financial institution, specifying corrective 
measures designed to further compliance with 
the consumer provisions and setting out a time 


frame for implementation of such measures. 


Consumer provision 

A provision of federal legislation/regulations 
identified as a consumer provision in section 2 
of the Financial Consumer Agency of Canada Act. 
Contravention of such a provision constitutes 


a violation. 


Examination, annual 

An examination conducted by FCAC once in 
each calendar year for the purpose of satisfying 
the Commissioner that a financial institution is in 
general compliance with the consumer 


provisions applicable to that institution. 


Examination, special 

An examination conducted by FCAC, as 
circumstances require, for the purpose of 
satisfying the Commissioner that a financial 
institution is complying with specific consumer 


provisions applicable to that institution. 


Filing 

A document that a federally regulated financial 
institution is required by legislation (Bank Act, 
Cooperative Credit Associations Act, Insurance 
Companies Act, and Trust and Loan Companies Act) 
to submit to FCAC. 


Letter of Reprimand 

An administrative measure, provided for in 
FCAC’s compliance framework. May be used in 
cases where a violation by a financial institution 
involves an isolated problem and has limited 
impact on the consumer, but where a Notice of 
Violation is not required. In a letter sent to the 
institution, the Commissioner notes the violation 
and confirms that proper cortective action has 


been taken. 


Non-adherence 

After investigation by FCAC, a determination 
that a complaint has merit and that the actions 

of a particular financial institution do not comply 
with the terms of a voluntary code of conduct 

or a public commitment applicable to that 


institution. 


Notice of Violation 

A notice provided for by law and issued by the 
Commissioner, informing a financial institution 
that it has violated a consumer provision. The 
Financial Consumer Agency of Canada Act requires 
the notice to state the name of the institution 
that committed the violation, the nature of the 
violation and the amount of the administrative 
monetary penalty levied against the institution 
by FCAC. The Commissioner may also publicize 


the violation. 


Opened complaint 
Complaint entered into FCAC’s tracking system. 


Pending case 
Compliance case still under investigation by 
FCAC as of March 31. 


Public Accountability Statement 

A statement that each large financial institution is 
required by law to publish annually and file with 
the FCAC Commissioner. It describes the 
contributions made by that institution to 


Canada’s economy and society. 
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Public commitment 

A commitment made publicly by a financial 
institution or an industry association (for 
example, on its Web site), designed to protect 
the interests of customers of that institution or 
association. FCAC monitors adherence by 
federally regulated financial institutions to 


their public commitments. 


Self-reported complaint 

A complaint involving a consumer provision, 
escalated by a financial institution to the 
reportable level of that institution’s complaint- 
handling procedure. FCAC’s compliance 
framework requires federally regulated financial 
institutions to inform the Agency of any 
reportable complaint (as defined in the 


framework) that involves a consumer provision. 


Violation 
The contravention of a consumer provision, as 
defined by the Financial Consumer Agency of 


Canada Designated Violations Regulations. 


Withdrawn case 

A case on which action has been discontinued, 
either because the consumer who lodged the 
complaint has requested that FCAC not proceed 
any further with its investigation or because the 
consumer did not respond to FCAC’s attempts to 
contact him or her in order to continue its 


investigation. 
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Appendix B: FCAC case 
management process 


Process Potential outcomes 


1. Complaint received by or reported to FCAC is 
entered into the case/inquiry tracking system. 


2. Complainant also advised of financial institution’s 
complaint-handling procedure. 


3. Case assigned to compliance officer. 


4. Contact made with financial institution to clarify 
issue. 


Compliance issues not identified. 


5. Compliance officer requests more detailed 
information from complainant and financial 
institution. 


Determined not to be a compliance issue, no further 
action. 


“ 


6. Compliance officer reports findings to the 
Commissioner. Copy of report is sent to financial 
institution for comment. 


Compliance options: 

w Letter of Reprimand 

= Compliance Agreement 
w Notice of Violation 


w Administrative Penalty 
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Appendix C: Consumer provisions 
and regulations 


The Financial Consumer Agency of Canada Act identifies consumer provisions under the following 


legislation: 

gw the Bank Act; 

B the Insurance Companies Act; 

mw the Trust and Loan Companies Act; and 
m the Cooperative Credit Associations Act. 


The following table summarizes the legislated consumer provisions that the Agency administers, and 


the types of federally regulated financial institutions affected by each provision. 


Trust and Insurance Retail 
Type of consumer provisions Banks loan companies companies associations 
Requirement to disclose interest and charges applicable X X X 
to deposit accounts 
Requirement to disclose the cost of borrowing X x X 
Requirement to have procedures for protecting X X X 
customer information (no regulations in effect) 
Requirement to open retail deposit accounts X 
(to be in effect September 2003) 
Requirement to provide notice that deposits are not insured X 
when bank is not a member of CDIC 
Requirement to offer a standard low-cost account X 
(not in effect) 
Note: Instead of a regulatory approach to bring this 
provision into effect, the seven major banks have 
voluntarily committed to providing a low-cost account 
within guidelines established by the government. 
Within 14 days of opening a retail deposit account by X X X 
telephone, consumer’s right to close the account without 
charge 
Prohibition on charging for cashing government cheques x X xX 
Obligation to cash government cheques under $1,500, 
as specified by regulation (to be in effect September 2003) 
Requirement to provide notice before closing a retail branch X xX X 
Requirement for large institutions (with equity of $1 billion X X X 


or more) to file Public Accountability Statements 
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Trust and Insurance Retail 
Type of consumer provisions Banks loan companies companies associations 


Requirement to set up complaint procedures and to file X X X X 
a copy of those procedures with FCAC 


Requirement to join a separate complaints xX X X 
resolution organization 


Restriction concerning coercive tied selling 


Requirements to disclose information to consumers X X X X 
as required by regulation (e.g. regulations on index-linked 
deposits, holds-on-cheques policies) 


Consumers’ right to prepay loans 


Institution to provide information about FCAC when 
consumers have complaints about the institution’s 
compliance with consumer provisions 


Trust and Insurance Retail 
Related matters Banks loan companies companies associations 
Requirement for FCAC to monitor industry codes of conduct X X X X 
and public commitments (e.g. codes dealing with debit cards 
or with small and medium-sized businesses) 
Requirement for FCAC to report annually, in aggregate form, x X X X 
on the number and types of complaints brought to its attention 
Requirement for institutions to provide information to the X X X X 
Commissioner as necessary 
Requirement for annual compliance examination and reporting § X X X X 
Ability to enter into compliance agreements X X X X 
Requirement to pay assessments for funding of FCAC X X X X 
Ability to designate contraventions that are subject to X X X X 


administrative penalties 
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Appendix D: Status of consumer 
provision regulations 


as of March 31, 2003 


Name of regulations Status Reference No. 
Cheque Holding Policy Disclosure (Banks) Regulations in force SOR/2002-39 
Complaint Information (Authorized Foreign Banks) Regulations in force SOR/2001-370 
Complaint Information (Banks) Regulations in force SOR/2001-371 
Complaint Information (Canadian Insurance Companies) Regulations in force S0R/2001-373 
Complaint Information (Foreign Insurance Companies) Regulations in force SOR/2001-372 
Complaint Information (Retail Associations) Regulations in force SOR/2001-374 
Complaint Information (Trust and Loan Companies) Regulations in force SOR/2001-375 
Cost of Borrowing (Authorized Foreign Banks) Regulations in force SOR/2002-262 
Cost of Borrowing (Banks) Regulations in force SOR/2001-101 
Cost of Borrowing (Canadian Insurance Companies) Regulations in force SOR/2001-102 
Cost of Borrowing (Foreign Insurance Companies) Regulations in force SOR/2001-103 
Cost of Borrowing (Retail Associations) Regulations in force SOR/2002-263 
Cost of Borrowing (Trust and Loan Companies) Regulations in force SOR/2001-104 
Disclosure of Charges (Authorized Foreign Banks) Regulations in force SOR/99-278 
Disclosure of Charges (Banks) Regulations in force SOR/92-324 
Disclosure of Charges (Retail Associations) Regulations pending 
Disclosure of Interest (Authorized Foreign Banks) Regulations in force SOR/1999-272, 


as amended by 
SOR/2001-468 


Disclosure of Interest (Banks) Regulations in force SOR/1992-321, 
as amended by 
SOR/2001-469 


Disclosure of Interest (Retail Associations) Regulations pending 


Disclosure of Interest (Trust and Loan Companies) Regulations in force SOR/1992-322, 
as amended by 
SOR/2001-470 


Disclosure on Account Opening by Telephone Request in force SOR/2001-471 
(Authorized Foreign Banks) Regulations 


Disclosure on Account Opening by Telephone Request (Banks) Regulations in force SOR/2001-472 
Disclosure on Account Opening by Telephone Request pending 

(Retail Associations) Regulations 

Disclosure on Account Opening by Telephone Request (Trust and Loan Companies) in force SOR/2001-473 
Regulations 
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Name of regulations 


Status 


Reference No. 


Financial Consumer Agency of Canada Assessment of Financial Institutions Regulations 
Financial Consumer Agency of Canada Designated Violations Regulations 
Index-linked Deposits Interest Disclosure Regulations 

Notice of Branch Closure (Banks) Regulations 


Notice of Branch Closure (Cooperative Credit Associations) Regulations 


Notice of Branch Closure (Trust and Loan Companies) Regulations 


Notices of Uninsured Deposits Regulations 


Public Accountability Statements (Banks, Insurance Companies, 
Trust and Loan Companies) Regulations 


in force 
in force 
in force 


in force 


in force 


in force 


in force 


in force 


SOR/2001-474 
SOR/2002-101 
SOR/2002-102 


SOR/2002-104, 
as amended by 
SOR/2003-70 
SOR/2002-105, 
as amended by 
SOR/2003-70 


SOR/2002-106, 
as amended by 
SOR/2003-70 


SOR/99-388, 
as amended by 
SOR/2002-338 


SOR/2002-133 
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Protecting Consumers F intorming Canadians : Canada 


Our Mission 


The Financial Consumer Agency of Canada is committed to improving 
Canada’s financial marketplace by: 
° supervising financial institutions efficiently and effectively with 
respect to meeting their obligations to consumers; and 
° providing information that enables consumers to understand their rights 


and make informed financial decisions. 


Contact information 
To request additional information, make comments or obtain copies of this publication, 
please contact the Financial Consumer Agency of Canada (FCAC). 


Telephone 1-866-461-3222 (toll-free) 


(Consumer Contact Centre) 


Fax 1-866-814-2224 (toll-free) 
E-mail 
for information info@fcac.gc.ca 
for publications pub@fcac.gc.ca 
for media requests media@fcac.gc.ca 
Web site Www.fcac.gc.ca 
Postal address Financial Consumer Agency of Canada 


Enterprise Building, 6th Floor 
427 Laurier Avenue West 
Ottawa, Ontario K1R 1B9 


© Her Majesty the Queen in Right of Canada (Financial Consumer Agency of Canada) 
Cat. No.: FC1-2004 
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Agency of Canada en matiére financiére du Canada 


Enterprise Building 

427 Laurier Avenue West 

Ottawa, Ontario K1R 1B9 

September 22, 2004 

The Honourable Ralph E. Goodale, P.C., M.P. 
Minister of Finance 

House of Commons 

Ottawa, Ontario K1A 0M6 


Minister: 


Tam pleased to submit to you the annual report of the Financial Consumer Agency of Canada 


for the period from April 1, 2003, to March 31, 2004, its second full year of operations. 


Yours truly, 


NAS 


William G. Knight 


Commissioner 


Ge: The Hononourable John McKay, P.C., M.P. 


Parliamentary Secretary to the Minister of Finance 


Canada 


The new regulations now give the Agency the 
complete legislative authority to fulfil its mandate, 
which is to inform Canadians about their rights and 
responsibilities in the financial marketplace, and to 
supervise financial institutions in order to ensure that 
they meet their obligations to consumers. By carrying 
out its mandate and enforcing the new regulations, 
the Financial Consumer Agency of Canada provides 


value for both Canadians and the marketplace. 


The evidence of this value is compelling. The Agency’s 
activities are driven largely by a steadily increasing 
consumer demand for our services, a clear indication 
that Canadians are eager to obtain the help and 


information we offer them. 


During 2003-04, requests for our print publications 
nearly doubled from the previous year, and there was 
an almost fivefold increase in downloads of electronic 


publications from the Agency’s Web site. 


Letter from the 


Commissioner 


The Financial Consumer Agency of Canada has now 
completed its second full year of operations. For us, the 
highlight of this year was undoubtedly the implementation 

of the Access to Basic Banking Services Regulations on 
September 30, 2003. These regulations established the legal 
right of Canadians to have access to basic banking services, 


including the right to a personal deposit account. 


The Financial Consumer Agency of Canada’s 
relationship with Canadians provides an early 
warning system that alerts us to potential problems 
involving regulations or voluntary codes of conduct. 
As a result, we can take a proactive approach to such 
problems, dealing with them before they affect large 
numbers of people. This adds significantly to the 
value provided by the Agency since a Commissioner’s 
decision in a single case can affect the financial 
situations of tens, or even hundreds, of thousands 


of Canadians. 


During 2003-04, I made numerous decisions that 
demonstrated the Agency’s vigorous enforcement 
of the regulations. Canadians expect a fair and 
competitive marketplace, and my decisions have 
reflected the Financial Consumer Agency of 


Canada’s commitment to Canadian consumers. 
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Decisions during the past year touched on a number 


of important consumer rights and issues, including: 


* coercive tied selling; 

e failure to accurately disclose the cost of 
borrowing; 

¢ failure to disclose credit card interest rates; 

e failure to disclose mortgage rates; 

¢ failure to display notices of charges; and 


° failure to provide notice of branch closure. 


My decisions resulted in the issue of numerous Letters 
of Reprimand, Compliance Agreements, Notices of 
Violation and an Administrative Monetary Penalty 


of $50,000 (which is currently under appeal). 


During the fiscal year 2004-05, our primary focus 
will be on compliance. We will strictly enforce the 
Access to Basic Banking Services Regulations. We will let 
consumers and financial institutions know that 
Canadians have the right to basic banking services, 


and that these rights must be respected. 


At the same time, our enforcement of the regulations 
will be transparent. If we identify a violation that 
could have a far-reaching effect on consumers, we 
will inform the public as soon as a Commissioner’s 


decision is final. 


We will also continue to build partnerships that 

can help us reach Canadians and ensure that they 
recognize their entitlement to basic banking services. 
Among other initiatives, we will be working with 
Sionientiore that seek to help vulnerable Canadians, 
especially those with lower literacy skills. In addition, 
we will be looking into the problems related to the 


obligations that banks have toward small businesses. 


As I look back on what we achieved during 2003-04, 
Iam impressed and delighted by the positive 

response of thousands of Canadians to the Agency’s 
efforts. Their willingness to bring their concerns to 

our attention has contributed enormously to our 
success in fulfilling our mandate. A strong partnership: 
has developed between the Financial Consumer 
Agency of Canada and Canadians; this is one of 


our major achievements. 


I wish to thank our many other partners and 
stakeholders, including the financial institutions we 
regulate, for their valuable contributions to creating 
a better financial marketplace for both industry 


and consumers. 


In closing, I would like to acknowledge the 
outstanding work of the Agency’s experienced, 
energetic and innovative staff during the past year. 
Without the dedication they have shown to the 
Financial Consumer Agency of Canada and its 


mission, our success would not have been possible. 


NSIS, 


William G. Knight, Commissioner 


Financial Consumer Agency of Canada 


FCAC ANNUAL REPORT 2003-2004 


Zp) 
= 
= 
[| 
<= 
= 
3 
je) 
co 
j=) 
LL 
Lu 
==>) 
—l 
<x 
> 


in review 


The year 


Overview 


Canadians want to make their own choices about 
their financial affairs. At the same time, they see the 
importance of government supervision of financial 
institutions to ensure consumer protection. The 
Financial Consumer Agency of Canada (FCAC) is 
of notable value to Canadians because we help 


satisfy both needs. 


At FCAC, our vision is a fair and competitive financial 
marketplace in which Canadians can easily obtain 
reliable, objective information to help them make 
informed financial decisions. We also believe in a 
marketplace where financial institutions meet their 
obligations to consumers, where transparency is 

the rule rather than the exception, Baer non— 


compliance is dealt with swiftly and effectively. 


The mandate of the Agency, along with the way in 
which it fulfils its mission of informing and protecting 
consumers, distinguishes it sharply from the mediation 
or ombudsperson services offered by the banks and 
other financial institutions. Such services are based 
solely on complaints received. They come into play 
after a consumer has encountered problems with 

the institution, and they respond to the specific 
consumer’s situation. In contrast, FCAC’s strategy 

is more proactive. We work to identify potential 
problems before they arise and then take pre-emptive 
measures to keep them from affecting large numbers 


of people. 


Helping Canadians make 
informed decisions 


FCAC is a gateway to plain-language information that 
lets consumers know their rights and responsibilities 
in the financial marketplace clearly and definitively. 
Equipped with this information, consumers can 
choose the financial tools and strategies that best 


suit their needs. 


The significant growth in consumer requests for our 
print and electronic publications demonstrates how 
successful we have been in this area. Our distribution 
of printed brochures and booklets has nearly doubled, 
from 50,115 items during 2002-03 to 91,381 items 
during 2003-04. Downloads of Web-based information 
materials rose from 45,616 in 2002-03 to 221,682 — an 


increase of almost 500 percent. 


Listening to Canadians 


FCAC is listening and responding to consumers. We 
create our consumer education materials to address 
trends in the inquiries and complaints that we receive; 
in this way we can pinpoint and fill information gaps 
in the marketplace. Consumers are proving to be 
eager for the information we offer. During 2003-04, 
consumers contacted us a total of 17,880 times, 


compared with 14,505 times in 2002-03. 
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Improv 


FCAC is setting standards that improve the financial 
marketplace. We are moving toward greater 
transparency and disclosure, and are working with 
financial institutions to make sure that they provide 
complete, accurate and understandable information to 
consumers. We are also taking measures to ensure that 
the compliance framework we have put in place with 


the financial institutions is up to date. 


ng the financial marketplace 


Internally, we are setting standards for our own 
service performance. The results have been excellent: 
according to an independent survey carried out in late ° 
2003, consumer satisfaction with FCAC is very high. 
Nearly 9 out of 10 survey respondents who used our 
Consumer Contact Centre felt that the staff they dealt 


with performed their jobs very well. 


Consumer Education 
and Public Affairs Branch 


Informing 


Canadians 


During 2003-04, FCAC’s Consumer Education and 
Public Affairs Branch concentrated on increasing 
Canadians’ awareness of the new banking access 
regulations and advising consumers about how they 
can obtain information that will help them make 


wise financial choices. 


Information products and tools 
for Canadians 


In 2003-04, the Branch greatly expanded efforts to 
distribute consumer information material to various 
audiences, including consumers, consumer groups, 


Parliamentarians, libraries and financial institutions. 


Consumer guides 
The Branch’s two consumer guides, Credit Cards and 
You and the Cost of Banking Guide, continued to be in 


high demand during 2003-04. 


* Credit Cards and You 
The Branch published two issues of this very 
popular guide in the past fiscal year. To make 
it as easy as possible to use, the publication was 
redesigned in January 2004 as a kit containing 


four plain-language booklets and 10 tables 


describing different types of credit cards. The kit 
also includes an interactive worksheet that 
consumers can use when shopping for a credit 


card, plus a glossary of credit card terms. 


The four booklets in the kit are: 


— Getting the Most from Your Credit Card: 
Understanding the Terms and Conditions 

— Your Rights and Responsibilities: The Cost 
of Borrowing with a Credit Card 

— Managing Your Money: How to Save with a 
Credit Card 

— Playing it Safe: How to Protect Your Credit Card 
and Credit History 


The 10 tables compare the features and fees 
of different credit cards, such as standard and 
low-rate cards, student cards, secured cards, 


and gold or platinum cards. 


Cost of Banking Guide 

This user-friendly guide describes virtually all the 
banking service packages available from 14 Canadian 
financial institutions. It helps consumers compare 
the packages and choose the one that best suits 


their needs. 
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The interactive guide was designed in both Web 
and easy-to-use print formats. Both versions 
include information about student, youth, seniors’ 
and low-fee accounts, and they provide tips and 
information to help consumers reduce their 


monthly banking fees. 


Brochures and booklets 

In its ongoing effort to promote awareness of the 
obligations of financial institutions and the 
responsibilities of consumers, FCAC published 


several new brochures and booklets: 


— Opening a Personal Bank Account 

— Cashing Your Government of Canada Cheque for Free 

— Your Rights and Responsibilities: What you should 
know when you open a bank account 

— Considering an Investment Product Tied to the Stock 
Market's Performance? What you should know about 
index-linked deposits sold in Canada 


— What you should know if your branch closes 


FCAC continued to distribute four previously 
published brochures, in both print and 


electronic format: 


— Protecting your interests 
— Working to educate and protect consumers 
— A new approach to helping consumers 


— What you don’t know can affect you 


The Branch also produced a new outreach poster 
to inform consumers about FCAC. Copies were 
distributed across Canada through various FCAC 


outreach partners (see “Outreach initiatives,” p. 14). 


Chart 1 shows the dramatic increase in the number 
of publications distributed by FCAC in print and 
through downloads from its Web site. The volume 


rose by a startling 227 percent in the past fiscal year. 


Chart 1: Distribution of FCAC publications 
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Understanding the needs of 
lower-income, lower-literacy 
Canadians 


To fulfil its mandate of protecting and informing 
consumers, FCAC must ensure that they fully 
understand the information given to them by 


the Agency. 


During 2003-04, FCAC conducted several focus groups 
with lower-income and lower-literacy consumers 

to find out how they reacted to the Agency’s basic 
printed consumer-education materials. English- and 
French-speaking participants in Saint John, Montréal, 
Toronto and Vancouver viewed two FCAC 
publications — Opening a personal bank account and 
Cashing your Government of Canada cheque for free. 

The materials were written in plain language. Each 
publication was presented in three formats: asa 


brochure, a booklet and an information sheet. 


The focus groups helped the Agency understand how 
these consumers use and comprehend its materials, 
and how the information can be made more accessible 
to them. The data obtained will be invaluable in the 
future development of materials for this audience. 

As a first step, we will revise the test brochures to 


incorporate lessons learned. . 


As the focus group exercise demonstrates, FCAC 
wants as many Canadians as possible to understand 
its publications. In pursuit of this goal, FCAC has 
established an editorial board to review specific 
publications and ensure that they meet plain- 


language standards. 


We have been working as well with the Fédération 
canadienne pour I’alphabétisation en francais. This 


organization has helped us assess the literacy levels of 


our publications and has provided recommendations 
on how to make them more accessible to lower-literacy 


consumers. 


Web site resources 


The most frequently visited part of the FCAC Web 
site was the “For Consumers” section, followed by 
“Publications” and “Compliance Information.” 
During the past year, the site averaged close to 700 
visitors per day, nearly double the daily average for 
the previous year. There were over 250,000 visits to 
the Web site during 2003-04, up from approximately 
132,000 in 2002-03 (see Chart 2, p. 12). 


Since the launch of FCAC’s Web site in October 2001, 
there has been a steady rise in the number of visits 
per month (see Chart 3, p. 12). The peak month in the 
past fiscal year was January 2004, with 32,555 visits 
following the launch of the redesigned Credit Cards 


and You. 


The documents and tools most often requested 
through the Web site in 2003-04 were Credit Cards and 
You, the Cost of Banking Guide, the Annual Report and 
the Consumer’s Guide to Basic Banking Services. There 
were 221,682 downloads of FCAC publications from 


the site, nearly five times the figure for 2002-03. 


FCAC’s Web-based resources are described in the 


following sections. 


Commissioner's decisions 

Since fall 2003, FCAC has posted on its Web site 

the final decisions made by the Commissioner 

on compliance cases involving a violation of the 
regulations or non-adherence to a code of conduct or 
public commitment. By making the decisions public, 
FCAC is meeting its objective of transparency 


and disclosure. 


FCAC ANNUAL REPORT 2003-2004 


VALUE FOR CANADIANS 


st 
oO 
(=) 
N 
! 
oD 
(=) 
(<=) 
N 
e 
cc 
oOo 
ja 
Lu 
cc 
eo} 
<= 
a) 
a 
a2 
= 
(a) 
= 
(>) 
LL 


VALUE FOR CANADIANS 


Chart 2: FCAC Web site usage 


Fiscal year 


2002-03 2003-04 

Number of visits? 34,718 132,197 294,854 
Average number of visits per day 190 362 696 
Average length of time per visit (minutes)? 00:16:27 00:13:38 00:11:51 
Median length of time per visit (minutes)* 00:02:14 00:02:23 00:02:33 
New interactive tools and quizzes Number of visits, 
2003-04 

Rights and Responsibilities Quiz 3,412 
Credit Card Quiz 3,181 
Mortgage Quiz 10 
Cost of Banking tool 14,744 
TOTAL VISITS, INTERACTIVE TOOLS AND QUIZZES 21,347 


Figures are for the period of 512 months from the opening of the Agency on October 14, 2001, to March 31, 2002. 


2 The number of visits is the total number of times that visitors came to FCAC’s site. If a visitor is idle longer than the idle-time limit, it is assumed that the visit has been 


voluntarily terminated. If the visitor continues to browse the site after reaching the idle-time limit, a new visit is counted. The default idle-time limit is 30 minutes. 
eon average length of time per visit is the total time spent on the site divided by the total number of visits. 
4 The median length of time per visit is the midpoint at which half the visit lengths are longer and half are shorter. This number is often closer to the typical visit 
length than is the average visit length 


Number of visits 


Chart 3: FCAC Web site visits per month, since launch 
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Web-only guides and updates 


¢ ABM Fee Updates 

The Consumer Education and Public Affairs Branch 
continued its research on automated banking 
machine (ABM) fees and produced a consumer 


update on fees for ABM cash withdrawals. 


Mortgage Facts and Tips 


This is a mortgage guide for consumers, covering: 


~ what consumers should know before applying 
for a mortgage; 

~ consumers’ responsibilities related to mortgages; 

~ consumers’ federal rights related to mortgages; 

~ what consumers should know after applying for 
a mortgage; 

— the terms and conditions of mortgages; and 


— ways of paying off a mortgage more quickly. 


Protecting Yourself Against Debit Card 
Fraud 

This brochure, which was developed jointly with 
Industry Canada, is available both from that 
department's Web site and through a link from the 
FCAC Web site. It tells consumers what to do if 
they fall victim to debit card fraud and provides 


information about liability issues. 


FCAC will provide access to an updated version 
of the Canadian Code of Practice for Consumer 
Debit Card Services as soon as amendments to the 
existing industry code come into force. FCAC is an 
observer on the Electronic Funds Transfer working 
group, which includes representatives of the 
federal government, provincial governments, 
financial institutions and industry. The group 
meets to review the code and make amendments, 
where warranted; the aim is to ensure that the 
code protects consumers and reflects current 


market practices. 


¢ Low-Cost Accounts 
This brochure describes the low-cost bank accounts 
available at eight Canadian financial institutions, 


and the features of each. 


Interactive tools 

° Cost of Banking Guide 
Regularly updated, this guide allows users to enter 
their geographic location and consumer category. 
Once they do this, the guide tells them what 
banking service packages are available in their 
region for their particular needs. They can then 
compare packages and choose the one that suits 


them best. 


¢ Mortgage calculators 
During 2003-04, FCAC developed a Web-based 
mortgage calculator. The new Mortgage 


Qualifier Calculator: 


— helps consumers determine whether they qualify 
for the home they want to buy, on the basis of 
their current income and debt levels; 

— outlines how lenders calculate the ratios that 
help them decide whether a consumer qualifies 
for a mortgage; and 

— provides tips for consumers on what to do if 
the calculator indicates that they do not qualify 


for a mortgage. 


Quizzes 

The Branch introduced two new interactive Web- 
based quizzes during 2003-04. The Credit Card Quiz 
and the Mortgage Quiz are plain-language products 
that help consumers learn about the quiz subject and 


their rights under federal law. 
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Questions and Answers 

Located within the “For Consumers” section of the 
Web site, the “Questions and Answers” page is one 
of the most comprehensive databases of its kind in 


Canada, allowing consumers to search for financial 


information related to their particular interests. Nearly 


7,000 visitors took advantage of this resource in 


2003-04 — a very strong indicator of its success. 


Outreach initiatives 


FCAC is a small and relatively new organization. 
Outreach consequently is an extremely important 
part of our strategy to inform and protect Canadian 
consumers across the broadest possible economic, 


social and geographic spectrum. 


The two most important factors in the dramatic 
success of our outreach program have been the 
unstinting help our partners gave us by distributing 
materials concerning the Access to Basic Banking 
Services Regulations, and the hard work of the FCAC 
outreach team coordinating the program. Nearly half 
the publications we distributed during 2003-04 were 
the two brochures created by FCAC to explain the 
regulations, which apply to opening personal bank 


accounts and cashing federal government cheques. 


Protecting vulnerable Canadians 
Canadians with lower incomes or lower levels of 
literacy were among the key groups targeted by 
FCAC’s outreach efforts during 2003-04. 


To help us reach them, we looked for partners such as 


federal departments and not-for-profit organizations 
that were serving similar clients and with which we 
could forge strategic alliances. One indicator of the 

scope of our outreach program is that through it we 


distributed nearly 68,000 booklets and brochures. 


In addition, there were large numbers of people to 
whom we spoke at community-based information 


sessions, trade shows, schools and conferences. 


Government 

¢ Human Resources Development Canada 
In August 2003, FCAC began a pilot project with 
the former Human Resources Development 
Canada (HRDC). This included displaying FCAC 
information materials in HRDC offices in Winnipeg 
and using them in HRDC community outreach 


activities in southern Manitoba. 


The response was positive and hundreds of 
publications were distributed. The project came to 
the attention of Service Canada program managers 
at HRDC headquarters. As a result, Service Canada 
outlets across the country began to stock the FCAC 
brochures Opening a Personal Bank Account and 

A new approach to helping consumers. In March 2004, 
FCAC was the “Feature of the Month” at Service 
Canada outlets nationwide, and thousands of 


FCAC brochures were distributed. 


¢ Canada Revenue Agency 
The former Canada Customs and Revenue 
Agency, now the Canada Revenue Agency (CRA), 
has extensive outreach operations; an example 
is the Community Volunteer Income Tax Program, 
which helps lower-income Canadians complete 
their tax returns. In late 2003, FCAC approached 
the CRA with an outreach proposal; the result was 
that the CRA distributed thousands of FCAC 
brochures about the new Access to Basic Banking 


Services Regulations. 


During 2004-05, FCAC will take part in another 
CRA program: Teaching Taxes provides materials 
to help 5,000 high school teachers educate students 
about Canada’s tax system. Teachers will be invited 
to offer their students FCAC publications on credit 
cards and banking service packages that include 


information specifically for students. 


* Provincial ministries 
Late in 2003, FCAC made a special effort to reach 
out to all provincial ministries of social services. 
The reason was that the new banking access 
regulations may make it easier for lower-income 
Canadians to open bank accounts, to which 
their benefit payments could then be deposited 
directly. The goal was to place FCAC’s basic 
information — especially the access-to-banking 


brochures — in all provincial social service offices. 


FCAC also undertook outreach to provincial 
consumer affairs ministries. The aim was to ensure 
that there were complete and up-to-date reciprocal 
links on their Web sites and ours, and that their 
call centres had information about FCAC. These 


initiatives will continue in 2004-05. 


Non-governmental organizations 

FCAC has begun to develop partnerships with various 
non-governmental organizations (NGOs) that serve 
lower-income Canadians. These include not-for-profit 
credit counselling agencies and public legal education 
and legal aid providers, such as the Public Legal 
Education Association of Canada and the People’s 
Law School in Vancouver. Once again the focus is on 
informing Canadians about their rights, especially 


those related to the banking access regulations. 


For example, in a keynote address to the annual 
meeting of Credit Counselling Canada (CCC), the 
FCAC Commissioner expressed a desire for CCC and 
FCAC to work together to improve the financial 


literacy of less-educated and lower-income Canadians. 


CCC members belong to provincial bodies, including 
the Ontario Association of Credit Counselling Services 
(OACCS). In October 2003, FCAC launched an 
initiative in which OACCS displayed FCAC brochures 
in its offices and used FCAC publications as resource 
materials. This initiative was expanded in early 2004 
to include CCC members in Alberta, British Columbia, 


New Brunswick, and Newfoundland and Labrador. 


FCAC also started exploring partnerships with 

NGOs that help immigrants. To draw on first-hand 
experience in reaching these groups, we contracted 
with an experienced financial educator of new 
Canadians to present four information sessions about 
FCAC to audiences in Toronto at the downtown YMCA 
and the Yorkdale Centre. A total of 230 people attended 


the sessions, which were very well received. 


Trade shows 

In 2003-04 the Consumer Education and Public Affairs 
Branch again was an exhibitor at the Financial Forum. 
This major financial-sector trade show attracted 

an estimated 6,000 visitors to its Toronto venue in 
January 2004, and an additional 3,000 visitors to its 
Vancouver venue in February. FCAC’s booth was 
updated in 2003-04 to reflect our new corporate look, 
and was stocked with various FCAC publications 

and promotional items. The new booth and the 
distribution of information materials greatly enhanced 


the Agency’s visibility at the Forum. 
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Briefing sessions 
In January 2004, FCAC held its second annual round 
table with the leaders of Canada’s major consumer 
groups, including: 

e the Canadian Community Reinvestment 

Coalition; 

e the Consumers Council of Canada; 

e the Consumers’ Association of Canada; 

¢ Option consommateurs; 

e the Public Interest Advocacy Centre; and 


e the Union des consommateurs. 


FCAC provided an analysis of trends and issues 
developing in the financial marketplace, and solicited 
participants’ views and input on these subjects. 

We also briefed participants on our compliance 
operations, including the findings of FCAC’s mystery 


shopping survey (see p. 19). 


International initiatives 

As part of its goal to keep abreast of international 
regulatory trends, FCAC continued to serve as the 
Secretariat for the International Forum on Financial 
Consumer Protection and Education, created in 
January 2003. The Forum now has 16 member agencies 


in 13 countries and includes the United Nations. 


In November 2003, FCAC was pleased to welcome 
Verona Hanlon of the Irish Financial Services 
Regulatory Authority (the unitary regulatory body 
for all financial services in Ireland, including consumer 
issues), who visited Canada on an International 


Forum exchange. 


Consumer services 


Consumer Contact Centre 
FCAC’s Consumer Contact Centre is our major point of 
access for consumers. Nearly 87 percent of the Canadians 


who contact us do so through our toll-free numbers. 


Contact Centre representatives answer questions and 
offer assistance in both official languages from 

8:30 A.M. to 6:00 P.M. Eastern time, Monday through 
Friday. Callers may leave a message after hours, on 
weekends and on statutory holidays. Their messages 


are answered on the next business day. 


Since consumers’ first impression of FCAC comes 
from Contact Centre representatives, they must 


provide superior service. They are therefore trained to: 


¢ be knowledgeable about all aspects of the 
Canadian financial services sector; 

° be fully familiar with and able to explain the 
consumer provisions enforced by FCAC; and 

¢ have detailed knowledge of the information in 


FCAC publications and on the Agency’s Web site. 


According to a late 2003 survey on consumer 
satisfaction with the Contact Centre, the inquiries 
officers give excellent service. For details of survey 


findings, see p. 43. 


Correspondence 

During 2003-04, consumers sent 2,013 letters and 
e-mail messages to FCAC. All correspondence is 
logged into the Agency’s tracking system and passed 
to the Correspondence Unit, which acknowledges 


reception of each letter or e-mail. 


A correspondence officer carefully checks whether 

the communication refers to a possible violation of the 
consumer provisions. If there appears to be a potential 
compliance issue, the file is given to a compliance 
officer for investigation. If the compliance officer 
decides there are no compliance issues involved, the 
file is returned to the correspondence officer for 


preparation of a reply. 


The Correspondence Unit normally sends a letter in 
response to a letter, and an e-mail in response to an 


e-mail. However, if more information is required, or 


the matter can perhaps be cleared up verbally, or the 
problem appears to be urgent, the officer may simply 
telephone the consumer. The resulting conversation 
will be followed up with either a confirmation letter 


or a note to the case file. 


In their letters, FCAC correspondence officers try 

to respond sensitively to consumers’ concerns and 
answer their questions fully and clearly. They include 
as much relevant information as is appropriate 

and, where applicable, enclose pertinent FCAC 


publications. 


Some inquiries and complaints sent to us concern 
issues within another organization’s mandate. In such 
cases, our correspondence officers include contact 
details for the appropriate regulators, ombudservices 


or dispute resolution organizations. 


Media relations 


FCAC coverage in the media 
During 2003-04, the total volume of media coverage 
that FCAC received increased by 70 percent over 

the previous year. We were mentioned in more than 
400 articles and news clips across Canada, resulting 
in approximately 46.7 million “audience impressions” 
— the number of readers multiplied by the number 


of times they saw an FCAC message. 


FCAC takes a proactive approach with 
the media, a strategy that is intended 
to raise awareness of the Agency’s 
publications and its other initiatives. 
In 2003-04, FCAC also responded to 
hundreds of calls from journalists, 
who contacted us to obtain reliable 
information about issues affecting 


financial consumers. 


The top three issues that the media wrote about in 


coverage of FCAC were: 


* credit cards (214 media mentions); 
* service fees (81 media mentions); and 


* mystery shopping (23 media mentions). 


This type of coverage is by far the most cost-effective 
way of informing Canadians about their rights 

and raising awareness of FCAC. The media continue 
to be important channels for distributing FCAC 
information. The print media are especially useful 

in getting our messages out to consumers; statistics 
show that a significant number of those who 

contact us obtained our contact information 


from newspapers. 
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In January 2004, the Consumer Education and Public 
Affairs Branch produced several articles on credit cards, 
ABM fees and the Access to Basic Banking Services 
Regulations, and circulated these to community and 
rural newspapers across Canada. In all, 164 articles 
appeared in a variety of community and local 
newspapers and on several Web sites, reaching a 


total audience of 3.6 million consumers. 


In December 2003, the consumer magazine 50 Plus 
featured a table of low-rate banking service packages 
for seniors, one of FCAC’s key target groups. The 
table reproduced information posted on FCAC’s 


Web site. 


Consumer Inquiries and Complaints 

FCAC receives many consumer calls, letters, e-mail 
messages and in-person visits on a wide variety of 
topics. One of our quarterly publications, Consumer 
Inquiries and Complaints, highlights the types of 


inquiries and complaints we receive; it is distributed 


to media by e-mail and is available on our Web site. 
This on-line publication includes questions commonly 
asked by people who contact FCAC, along with 


easy-to-understand answers. 


Looking forward 


During 2004-05, a core activity of the Consumer 
Education and Public Affairs Branch will be increasing 
awareness of the Access to Basic Banking Services 
Regulations and informing Canadians about how the 


regulations ensure their right to these services. 


Our major emphasis in this area will be on the 

needs of vulnerable — particularly lower-literacy — 
Canadians. To help them, we will expand and revise 
our “Basics” series of fact sheets that explain common 
banking products and services, including credit cards 


and bank accounts. 


Outreach will also be important, helping us connect 
with vulnerable Canadians to ensure that they know 
their rights and are aware of FCAC as a source of 
trustworthy information. To reach this audience, we 
will maintain our existing partnerships and build 
new ones with government departments and outside 


organizations that work with such people. 


We will also introduce a monitoring service that 
examines the cost of banking. This will highlight 

and analyze trends in banking costs, including fee 
increases and decreases. In addition, we will continue 
to monitor ABM surcharging and will use the FCAC 
Web site to provide consumers with information 


about surcharges. 


Compliance and 
Industry Relations Branch 


Protecting 


CONSUMETLS 


FCAC’s Compliance and Industry Relations Branch 
monitors and enforces the legislation that protects 


consumers when they deal with financial institutions. 


Implementing the Access to 
Basic Banking Services 
Regulations 


The most important development of 2003-04 was the 
implementation of the Access to Basic Banking Services 
Regulations on September 30, 2003. The regulations 
prevent banks from refusing to open a basic personal 
deposit account for someone because that person 
does not have a job, is or has been bankrupt, or is not 
depositing money into the account. The regulations 
also require banks to cash Government of Canada 


cheques to a maximum of $1,500 for non-customers at 


no charge, as long as proper identification is provided. 


Now that the regulations are in force, FCAC can 
ensure that Canadians are able to obtain a service 
that is crucial to personal financial stability: a basic 


bank account. 


FCAC mystery shopping survey 


In spring 2003, FCAC conducted an extensive mystery 
shopping survey at more than 1,600 bank branches 
across Canada. The aim was to determine how 

banks were performing with respect to disclosure 


requirements and other practices. 


A research firm hired by FCAC sent 250 mystery 
shoppers into bank branches, to ask questions typical 
of ordinary consumers. The questions covered matters 
such as interest rates, service charges and Public 
Accountability Statements. After the research firm 
compiled the results, we presented each bank with 
the findings related to its performance. Where 
weaknesses were identified, we worked with the 


bank to overcome them. 


For the full report on the 2003 mystery shopping 
survey, visit our Web site at: 


www-fcac.gc.ca/eng/compliance/default.asp 


FCAC Commissioner’s decisions 
in representative major cases 


FCAC protects consumers by enforcing compliance 
with legislation, and monitoring adherence to 
voluntary codes of conduct and public commitments. 


In 2003-04, to help meet our objective of greater 
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transparency and informing consumers and the financial 
industry about issues that might affect them, we 
began to publish all the Commissioner’s decisions on 
the FCAC Web site. These are the outcomes of cases 
where the Commissioner was required to make a final 
decision about a violation of regulations or non- 
adherence to a code of conduct or public commitment. 
Any one decision could affect hundreds of thousands 
of consumers. Following is a cross section of the 


decisions made by the Commissioner during 2003-04. 


Coercive tied selling 

A bank agreed to provide a customer with a line of 
credit and a mortgage loan. When the customer chose 
to obtain the mortgage loan at another institution, the 
bank withdrew its offer of a line of credit, stating that 
the approval had been conditional on the customer’s 


acceptance of a mortgage with the bank. 


Section 459.1(1) of the Bank Act stipulates that a bank 
cannot impose undue pressure on, or coerce, a person 
to obtain a product or service from that institution 

or any of its affiliates as a condition for obtaining 
another product or service from the same institution. 
Accordingly, a Letter of Reprimand was issued noting 


one violation by the bank. 


Following the Letter of Reprimand, the bank provided 
redress to the customer, including renewal of its offer 
of a personal line of credit. The bank also provided 
direct guidance to branch staff, ensured that relevant 
compliance information was available to staff and 
customers, and delivered an enhanced training 


session to front-line staff. 


Failure to accurately disclose cost of 
borrowing 

In the cardholder agreement for its credit card 
accounts, a bank did not accurately disclose how it 
calculated interest in all cases. A Letter of Reprimand 


was issued, noting one violation by the bank. 


At the time the Letter of Reprimand was issued, the 
bank was already changing its internal procedures to 
ensure proper disclosure of the way it charged interest 


and to inform customers of the changes. 


By making certain that it calculates interest exactly 
as described in the cardholder agreement, the bank 
ensures that consumers have the information they 
require to understand the terms and conditions of 


the agreement. 


Failure to disclose credit card interest rates 
FCAC is working to improve the credit card 
marketplace by ensuring that consumers know the 
annual interest rate of a card before they apply for it. 
In a case currently under appeal, the Commissioner 
determined that a bank’s credit card application form, 
indicating a “rate as low as,” was in violation of the 
regulations since it failed to disclose an annual interest 


rate. The Commissioner issued a penalty of $50,000. 


Failure to disclose mortgage rates 

A bank branch posted an advertisement in its front 
window indicating the rate for a mortgage, but it 
failed to disclose the term of the loan in the 
advertisement. A Letter of Reprimand was issued, 


noting one violation by the bank. 


Once the bank was notified of the problem, it removed 
the sign and sent a circular to all of its branches, 
reminding employees of the existing policy that any 
advertisements must be approved by the corporate 


marketing department. 


Failure to display notices of charges 

A trust company failed to display notices of its 
charges at nine of its branches, in contravention of 
the regulations. A Letter of Reprimand was issued, 


noting nine violations by the trust company. 


Following the Letter of Reprimand, the trust company 
took measures to display its statement of fees and 
charges at each location where it had offices. The trust 
company also reviewed its internal process for making 
the disclosure statements available, and it introduced 
procedures to ensure that the statement of fees and 
charges would be updated ina timely fashion on an 


ongoing basis, as required by the regulations. 


Failure to provide notice of branch closure 

A bank failed to provide the Commissioner with four 
months’ notice of a proposed branch closure. The 
bank also failed to provide customers affected and the 
public with at least four months’ notice of the closure. 
The notices sent to customers affected did not explain 


how the Commissioner could be contacted. In 


addition, the bank did not inform consumers that 

the Commissioner could require a public meeting of 
the bank, FCAC and other interested parties to discuss 
the closure. A Letter of Reprimand was issued, noting 


four violations by the bank. 


Following the Letter of Reprimand, the bank made 
changes to its internal procedures to ensure future 


compliance with the law. 


Chart 4 shows the disposition of compliance 
problems brought to FCAC’s attention. FCAC 
identified 39 violations of the regulations and 
concluded 1 Compliance Agreement. It issued 

17 Letters of Reprimand and 3 Notices of Violation, 


and imposed 3 Administrative Monetary Penalties. 


Chart 4: Compliance cases closed where action was taken, 2003-04 


Number of Number of 
cases closed violations 

Consumer provisions with violations identified Commissioner’s decision 

Accounts 

Disclosure of account information, charges 1 9 1 Letter of Reprimand 

or services to customers and the public 

Branch closures 

Provision of required notice fi 16 6 Letters of Reprimand and 1 Notice of 
Violation and Administrative Monetary 
Penalty ($10,000) 

Credit cards 

Disclosure of changes to the cost of borrowing 1 1 1 Notice of Violation and Administrative 
Monetary Penalty ($5,000) 

Disclosure of required information in monthly statement 1 1 1 Letter of Reprimand and 1 Compliance 
Agreement 

Disclosure of cost of borrowing, interest or fees 5 6 4 Letters of Reprimand and 1 Notice of 

for credit cards* Violation and Administrative Monetary 

Penalty ($50,000) 

Federal government cheques 

Fee charged for cashing 2 ) 2 Letters of Reprimand 

Loans 

Requirement to disclose cost of borrowing in advertising 2 2 2 Letters of Reprimand 

Tied selling 

Coercive tied selling 1 1 1 Letter of Reprimand 

GRAND TOTAL 20 39 


One case is currently under appeal in federal court 
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Advances in disclosure 
practices 


Following are examples of FCAC’s proactive approach. 
The Agency works to deal with compliance issues 


before they affect large numbers of Canadians. 


Review of bank disclosure of mortgage 
prepayment penalties 

In the case of the seven major banks, FCAC reviewed 
their documents disclosing the penalty for prepaying 
a mortgage; it sought to determine whether the 
disclosure documents were written in plain language 
and included all the information needed by the 
borrower. As a result of the review, several banks 

are taking steps to improve their mortgage 


disclosure documents. 


Review of disclosure of credit card 

interest rates 

FCAC reviewed credit card issuers’ disclosure of 
interest rates on their credit card application forms. 
The law requires that consumers be made aware 

of the applicable interest rate through a disclosure 
statement when they apply for a card. FCAC 
discovered that certain credit card issuers do not 
disclose this information. The credit card agreements 
of the major credit card issuers in Canada are now 


being reviewed. 


Review of banks’ complaint 
procedures 


In May and June 2003, the Compliance and Industry 
Relations Branch met with five large banks to obtain 
a better understanding of their internal complaint- 

handling procedures. The visits helped FCAC assess 


whether the banks were operating in accordance with 


the self-reporting requirements of the FCAC compliance 
framework. As a result, FCAC received an increased 
volume of reportable complaints in the month 
following the review and some banks made changes 


to address shortcomings in their procedures. 


Annual general examinations 


In fall 2003, FCAC conducted its second annual 
general examination of all 422 federally regulated 
financial institutions to evaluate their compliance 
with applicable consumer provisions. FCAC found 
that the institutions were in overall compliance with 
the provisions and that any issues brought to their 


attention during the year had been addressed. 


Updating the compliance 
framework 


The compliance framework outlines how FCAC 
supervises financial institutions’ compliance with 
legislated consumer provisions, and how the Agency 
monitors the institutions’ compliance with voluntary 


codes of conduct and public commitments. 


During 2003-04, one year after implementing the 
compliance framework, FCAC began consultations 
with the financial industry to update and amend 


the framework. 


Compliance Connection 


The Branch continued to issue its quarterly newsletter, 
Compliance Connection, which keeps the industry 
informed of compliance issues. To facilitate the 
circulation of important information and to minimize 
the environmental impact, the Branch is now 
distributing the newsletter electronically. This - 


change has been welcomed by the industry. 


Looking forward 


The Access to Basic Banking Services Regulations have 
given FCAC the authority it needs to ensure that 
Canadians have access to essential banking services. 
In 2004-05, the Branch will focus on enforcing 


"the regulations. 


Other major areas of activity will include: 


* further updating of the compliance framework; 


FCAC ANNUAL REPORT 2003-2004 


* monitoring of the Undertaking on Unsolicited 


Services; 


RO 
oo 


* completion of plain-language disclosure for 
mortgage documents and extension of plain- 
language disclosure to other documents; 

¢ undertaking of a survey on access to basic 
banking; and 
reviewing of industry practices related to 


the debit card code. 
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Value for Canadians 


FCAC offers a valuable service to Canadians by dealing effectively and 
efficiently with their concerns related to the financial marketplace. 
The need for FCAC’s services is demonstrated by the number of inquiries 


and complaints that consumers brought to us during 2003-04. 


Issues that 
concern Canadians 


FCAC tracks many different kinds of inquiries and Total number of in qu iries 
complaints through our phone-in Consumer Contact and com p laints received 


Centre, through e-mail and regular mail, and as a : 4 
Chart 5 shows how consumer inquiries and 


result of comments from walk-in visitors. The following ; 
complaints reached FCAC. The most common mode 


charts present the kinds of contacts that occurred ’ 
of contact was telephone, followed at a considerable 


between FCAC and Canadians during 2003-04 and f : 
distance by e-mail. 


the issues that concerned the people who contacted us. 


Chart 5: Total contacts received by FCAC by source, 2003-04 


15,474 
Wi 
892 
22 


374 


HZ Telephone calls (15,471) 
E-mails (1,121) 

M® Letters (892) 

HH in-person visits (22) 

H®  Other* (374) 


Total: 17,880 


* — Cases initiated by FCAC concerning a potential compliance issue, as well as complaints reported. 
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Chart 6: Total contacts received by FCAC by type, 2003-04 


| Requests for FCAC 
publications (1,029) 


Filings by federally regulated 
financial institutions (729) 


a Inquiries not related to 
compliance matters (9,267) 

Total: 17,880 

B Complaints not related to 
compliance matters (6,070) 


g Inquiries related to 
compliance matters (79) 


Complaints related to 
compliance matters (706) 


Chart 6 (above) breaks down total 2003-04 contacts by Chart 7 (below) shows that the greatest number of 
type. The two largest categories were general inquiries consumer contacts concerned issues with banks. 


and complaints. 


Chart 7: Total contacts received by FCAC by type of federally regulated financial institution, 
2003-04 
85.3% 
7.2% 
5.1% 
2.0% 
0.4% 


HE Banks (85.3%) 


a Property and casualty 
insurance companies (7.2%) 


Life insurance companies (5.1%) 
Trust companies (2.0%) 


@ Loan companies (0.4%) 


Inquiries and complaints received, excluding compliance matters 


The information provided in Charts 8 to 11 concerns Chart 8 examines the geographic distribution of 
inquiries and complaints that did not relate to a inquiries and complaints that did not relate to 
consumer provision, code of conduct or public compliance. Ontario and Quebec together accounted 
commitment. Data on compliance matters appear for almost 54 percent of this type of contact. 


in the next section. 
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Chart 8: Inquiries and complaints received excluding compliance matters, 
by location, 2003-04 


4,500 4,487 


Total: 15,337 
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Inquiries and complaints 
ine) 
ron 
(=) 
(=) 


801 708 780 


Terr. BC AB SK MB ON QC NB NS PE NL USA Unknown* 
Location 


The location was not indicated by the person contacting FCAC. 
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Chart 9: Inquiries and complaints received excluding compliance matters,’ by category, 2003-04 
Total: 15,337 


4,074 1,786 1,317 1,041 632 525 266 53 
1,809 732 439 150 


Hi General inquiries (4,074) Insurance (1,185) 2 Small/medium-sized enterprises (439) 
Credit cards (1,809) [4 Loans, personal (1,041) Privacy (266) 
Other? (1,786) Mortgages (732) © Debit cards (150) 

HB Investments (1,334) @ Cheques (632) Complaint procedures (53) 
Accounts (1,311) Branch closures (525) 


1 Also excluded are requests for publications. 
2 Includes miscellaneous inquiries and complaints received regarding automated banking machines, bills, electronic and telephone banking, estate matters, exchange rates, identity theft, 
interest rates, quality of service, regulations, service fees and tied selling. 


Chart 9 presents the total number of consumer re ; ; 
Chart 10: Inquiries received excluding 


contacts during 2003-04, according to category. compliance matters,' by type 

Next to general inquiries (a category covering a Category 2002-03 2003-04 
broad variety of subjects), credit card issues were General inquiries 2.968 3,584 
the largest single area of concern to consumers. Credit cards 1,368 910 
Investments 324 807 
Chart 10 shows the types of inquiries about the Accounts 297 513 
financial marketplace that concerned consumers, eer ate ae 
Loans 287 504 
apart from compliance issues, in 2002-03 and 2003-04. Creat bureauienacis 0 438 
In the past fiscal year, general inquiries came first Mortgages 196 321 
and credit cards second. Cheques 183 299 
; Small/medium-sized enterprises 81 269 
Chart 11 (p. 29) presents figures for types of Branch closures 189 267 
Pri 88 8 

complaints other than compliance-related ones in Eee u 
Debit cards 39 67 
2002-03 and 2003-04. Again, credit cards generated Complaint procedures 59 43 
the most problems for consumers in the past Other* 501 618 
fiscal year. YEARLY TOTAL 6,882 9,267 


1 Also excluded are requests for publications. 

2 Includes miscellaneous inquiries received regarding automated banking machines, 
bills, electronic and telephone banking, estate matters, exchange rates, identity theft, 
interest rates, quality of service, regulations, service fees and tied selling. 

As part of its new data management system, FCAC now includes inquiries about 
interest rates, quality of service, and service fee inquiries under the categories of 
Accounts, Credit cards and Investments. 


Chart 11: Complaints excluding those related 
to compliance matters,’ by type 


1 
2 


Category 2002-03 2003-04 
Credit cards 584 899 
Accounts 489 798 
Insurance 559 676 
Loans 363 087 
Investments 347 527 
General inquiries ori 490 
Mortgages 338 Ay 
Cheques 259 333 
Branch closures 213 258 
Small/medium-sized enterprises 118 170 
Privacy 141 148 
Credit bureau checks 0 95 
Debit cards 59 83 
Complaint procedures 11 10 
Other? 2,408 635 
YEARLY TOTAL 6,200 6,070 


Also excluded are requests for publications. 

Includes miscellaneous complaints received regarding automated banking machines, 
bills, electronic and telephone banking, estate matters, exchange rates, identity theft, 
interest rates, quality of service, regulations, service fees and tied selling. 

As part of its new data management system, FCAC now includes complaints about 
interest rates, quality of service, and service fee inquiries under the Categories of 
Accounts, Credit cards and Investments. 


Top five inquiries and 
complaints in 2003-04 


For details on the top five inquiries and complaints, 
excluding compliance matters, received by FCAC 
during 2003-04, visit the “Publications” section of 


our Web site at: www.fcac.gc.ca 


Compliance-related inquiries 
and complaints received 


Charts 12 to 14 present information on the contacts 
we had with Canadians about compliance with 
consumer provisions and codes of conduct / 


public commitments. 


Chart 12 shows FCAC’s history of compliance contacts 
received since its inception. During 2003-04 (our second 
full year of operations), such contacts increased by 


approximately 70 percent over the previous year. 


Chart 13 (p. 30) gives an overview of the compliance 
caseload by type of compliance matter dealt with 
during 2003-04. Of 1,437 cases opened, 1,322 were 


closed by the year’s end. 


Chart 12: Total compliance contacts’ received by category 


2002-03 2003-04 
Branch closures : 
Provide required notice 17 4 
Requests for public meetings on branch closures? 133 40 
Requests to vary branch closure notice requirements 6 6 
Codes of conduct? and public commitments? 
Complaints related to codes of conduct and public commitments 242 268 
Inquiries related to codes of conduct and public commitments 48 44 
Complaint procedures 
Provide complaint-handling procedures® 8 0 
Consumer provisions 
Complaints related to consumer provisions 170 440 
Inquiries related to consumer provisions 21 ok 
Self-reported complaints 40 334 
TOTAL COMPLIANCE CONTACTS FOR THE PERIOD 685 1,169 


ont Wnrmo — 


A contact is a communication received by FCAC from a person or an institution about an issue or concern. Included are complaints and inquiries. Excluded are routine filings. 


Including multiple requests pertaining to the same branch. 
For a definition, see Appendix A (Glossary) 
For a definition, see Appendix A (Glossary) 
For a definition, see Appendix A (Glossary). 
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Chart 13: Compliance matters relating to consumer provisions and 
codes of conduct / public commitments, 2003-04 


Cases pending Cases opened Casesclosed Cases pending 


ye 
j=) 
(==) 
N 
= 
(>) 
So 
N 
a at end of during during at end of 
Oo Consumer provisions 2002-03 2003-04 2003-04 2003-04 
=e 
ee Accounts 
a Advance notice of increased or new fees 3 146 149 0 
<x Disclosure of account information, charges or services 4 10 13 1 
= to customers and the public’ 
= Disclosure of charges for account maintenance | | 
Me Disclosure of interest rates on accounts and method 1 3 4 
= of calculation 
oO Failure to display and make available charges for new 3 él 0 
5 and/or second accounts — Customers only 
Failure to display and make available information on the 3 2 1 
Access to Basic Banking Services Regulations 
Provision of account agreements and complaint procedures® 2 2 0 
Provision of notice of refusal to open account 2 1 1 
Refusal to open account — General 39 23 16 
SS Refusal to open account because of bankruptcy 12 5 7 
x Refusal to open account because of credit history 54 25 29 
a Refusal to open account because of lack of proper identification 20 1) 5 
s Branch closures 
sig Provision of required notice 6 4 ii 3 
fe Requests for public meetings? 16 40 52 4 
Oo Requests to change notice requirements 1 6 ft 0 
< Compliance of affiliate 2 0 2 
= Cost of borrowing — General 6 8 13 1 
= Credit cards 
Disclosure in plain language 1 { 0 
Disclosure of annual interest rate 16 2 14 
Disclosure of changes to the cost of borrowing 1 25 22 4 
Disclosure of cost of borrowing, interest or fees*® 6 52 37 21 
Disclosure of required information in credit card applications 10 6 4 
Disclosure of required information in monthly statements® 1 25 19 7 
Disclosure relating to optional services 2 36 34 4 
General’ 11 23 28 6 
Provision of monthly statements 1 30 18 13 
Repayments before due date prohibited 1 1 0 
Requests to keep a minimum balance on credit card 2 | 1 
Disclosure of charges 5 20 23 2 
Disclosure of interest rates — General 3 3 0 
Disclosure of interest rates in an advertisement 1 2 3 0 
Establish complaint-handling procedures 1 1 
Federal government cheques 
Failure to display and make available information on 2 0 2 
Access to Basic Banking Services Regulations 
Fee charged for cashing 1 5 5 1 
Refusal to cash 7 2 5 
Holds on cheques deposited 1 33 34 0 
Index-linked deposits i 0 1 0 
Loans 
Disclosure in plain language 2 2 0 
Disclosure relating to optional services 2 1 1 
General 3 eal 21 3 
Notification of changes or amendments to loan agreement 3 21 15 9 


or to cost of borrowing® 


Chart 13 (continued) 


Cases pending Cases opened Casesclosed Cases pending 


b= 
So 
oO 
N 
o 
Oo 
So 
at end of during during at end of By 
Consumer provisions 2002-03 2003-04 2003-04 2003-04 ee 
oS 
Loans (continued) oO. 
Provision of monthly statements 2 0 2 me 
Requirement to disclose cost of borrowing as rate per annum 1 1 0 of 
Requirement to disclose cost of borrowing in advertising 4 2 3 3 <x 
Requirement to disclose cost of borrowing when loan issued? 3 20 20 3 a 
Requirement to provide 21 days’ notice before mortgage 3 4 5 2 2 
renewal date ik 
Requirement to provide information on loan repayments, 23 14 ) = 
rebates or charges oO 
LL 
Third-party dispute resolution body for federally regulated 3 0 3 
financial institutions other than banks 
Tied selling 
Coercive tied selling 1 20 lis 4 
Failure to display notices on tied selling 4 3 1 
Subtotal for consumer provision cases 85 774 659 200 


Cases pending Cases opened Cases closed Cases pending 


at end of during during at end of 
Codes of conduct / Public commitments 2002-03 2003-04 2003-04 2003-04 


Access to basic banking services 
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No minimum deposit or balance required 1 1 0 
Refusal to open — General’? 2 14 16 0 
Refusal to open because of bankruptcy 0 iis 13 0 
Refusal to open because of credit history" 6 53 59 0 
Refusal to open because of employment status 1 1 0 
Refusal to open because of lack of proper identification 1 6 7 0 
Code of conduct for authorized insurance activities 3 2 | 
Debit card code’? 11 66 63 14 
Public commitments by financial institutions 

Accessibility of complaint procedures 8 6 2 
Commitment to cash federal government cheques 1 1 0 
Credit cards j . 4 76 62 18 
Investments 8 i 1 
Other | 4 % 0 
Small Business Banking Code of Conduct 13 10 3 
Undertaking on Unsolicited Services 2 0 i 
Subtotal for codes of conduct and public commitments 26 268 253 41 
Filings? 

Branch closures" 

In-store or satellite branches" 5 138 142 1 
Notice to Commissioner 15 193 200 8 
Temporary closures" 40 40 0 
Complaint-handling procedures 8 2 16 4 
Public Accountability Statements 12 12 0 
Subtotal for filings 28 395 410 13 
GRAND TOTAL, 2002-03 46 991 882 155 
GRAND TOTAL, 2003-04 139 1,437 1,322 254 


(Notes — see next page) 


Chart 13 (continued) 


There were 3 cases in last year's report versus 4 in the opening caseload this year. The classification was changed once we received more information. 

There was 1 case in last year's report versus 0 in the opening caseload this year. The classification was changed once we received more information. 

For a definition, see Appendix A (Glossary). 

There were 7 cases in last year's report versus 6 in the opening caseload this year. The classification was changed once we received more information. 

One of these closed cases is currently under appeal in federal court. 

There were 0 cases in last year's report versus 1 in the opening caseload this year. The classification was changed once we received more information. 

There were 12 cases in last year's report versus 11 in the opening caseload this year. The classification was changed once we received more information. 

There were 2 cases in last year's report versus 3 in the opening caseload this year. One of the cases that was closed last year was re-opened when we received more information. 
9 There were 4 cases in last year's report versus 3 in the opening caseload this year. The discrepancy was the result of a reclassification. 

10 There was 1 case in last year's report versus 2 in the opening caseload this year. One of the cases that was closed last year was re-opened when we received more information. 

41 There were 12 cases in last year's report versus 6 in the opening caseload this year. The classification was changed once we received more information. 

12 There were 9 cases in last year's report versus 11 in the opening caseload this year. Two of the cases that had been withdrawn were re-opened during the year when consumers 

provided us with the information required for taking action. 

13 There were 34 cases in last year's report versus 20 in the opening caseload this year. As a result of system enhancements and changes in FCAC's statistical reporting, last year's 

number had been overstated. 

14 These filings were not required by legislation but were submitted by the financial institutions concerned to keep the Commissioner informed of changes in retail services. 
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Chart 14 shows how FCAC disposed of cases related major issues were access to banking, debit card codes 
_ to codes of conduct and public commitments in and credit card codes. 
= 2003-04. A total of 253 such cases were closed; the 
a 
<< 
= 
S Chart 14: Compliance cases’ closed relating to codes of conduct? and public commitments,? 
i. by type of disposition, 2003-04 
(2) 
LL Type of disposition Total cases closed 
c Adherence Non-adherence Withdrawn‘? during 2003-04 
ue Access to basic banking services 
=> No minimum deposit or balance required 1 | 
Refusal to open — General 8) 1 6 16 
Refusal to open because of bankruptcy 2 7 9 13 
Refusal to open because of credit history 20 9 30 59 
Refusal to open because of employment status | 1 
Refusal to open because of lack of proper identification 2 4 1 ft 
Code of conduct for authorized insurance activities 0 2 2 
Debit card code 44 Z Ae 63 
Public commitments by financial institutions 
Commitment to cash federal government cheques 1 1 
(to a maximum of $1,500) 
Complaint procedures 3 3 6 
Credit cards 46 4 12 62 
Investments i 2 if 
Other 4 1 i) 
’ Small Business Banking Code of Conduct i 3 10 
YEARLY TOTAL, CASES CLOSED BY TYPE OF DISPOSITION 143 22 88 253 


1 For a definition, see Appendix A (Glossary). 
2 Fora definition, see Appendix A (Glossary). 
3 For a definition, see Appendix A (Glossary). 
4 Cases are often withdrawn when consumers do not respond to FCAC's attempts to contact them in order to continue with the complaint review. 


Chart 15: Matters related to branch closures 


2002-03 2003-04 


ai 

So 

So 

N 

| 

oD 

So 

Oo 

N 

Closure notices filed by financial institutions 302! 371 fae 

Complaints received related to branch closures? 213 258 a 

Requests to change the branch closure notice requirements to 

Granted$ 3 4 On 

Not granted 0 3 ms 

Pending 3 0 =) 

= ma 

Received 4 6 = 

Requests for public meetings on branch closures’ * 

Meeting requests pending fi 4 me 

Meeting requests received 133 40 oO 

Meeting requests withdrawn 0 6 sa 

Number of branches closing for which meeting requests were received, 
granted or not granted 

Branches for which meeting requests were received? 23 18 
Branches for which meetings were not required by the Commissioner® 11 5 
Branches for which meetings were required by the Commissioner 5 10 


(Jp) 
1 This is the total number of filings for closure of branches, including those not falling under the regulatory definition of a branch, as well as requests to vary the required notice. = 
2 These are complaints related to branch closures; the individuals were not requesting a meeting. = 
3 The Commissioner granted the financial institution's request to change the branch closure notice requirements. = 
4 Some were multiple requests pertaining to the same branch. => 
5 FCAC often receives multiple meeting requests for a single branch closure; one file is created for each request. In previous fiscal years, the primary file remained active until the ae 
Commissioner's decision on the meeting request was received. Cases on subsequent meeting requests, if any, were closed shortly after they were received. Under updated case = 
processing guidelines, all meeting request cases remain active until the Commissioner's decision has been received. on 
6 Often, institutions will voluntarily hold a public meeting without a formal requirement from the Commissioner. e 
Lu 
= 
a | 
Chart 15 (above) presents how FCAC handled Chart 16 (below) shows how cases were closed =x 
> 
complaints about branch closures in 2002-03 and 2003-04. relating to the consumer provisions, by type of 
In 10 cases, the Commissioner required a meeting to disposition. In total, there were 20 cases involving 
be held of the bank, FCAC and other interested 39 violations (see also Chart 4, p. 21). 


parties in order to discuss the closure further. 


Chart 16: Cases closed relating to the consumer provisions, by type of disposition, 2003-04 


Total cases 


Non- Not closed during 
Consumer provisions Violation Violation(s) Withdrawn Granted granted 2003-04 
Accounts 
Advance notice of increased or new fees 139 10 149 
Disclosure of account information, charges 1 1 5 13 
or services to customers and the public 
Failure to display and make available charges 2 1 3 
for new and/or second accounts — Customers only 
Failure to display and make available information on 2 2 
the Access to Basic Banking Services Regulations 
Provision of account agreements and complaint 1 1 2 
procedures 
Provision of notice of refusal to open account 1 1 
Refusal to open account — General 22 1 23 
Refusal to open account because of bankruptcy 4 1 5 
Refusal to open account because of credit history 15 10 25 
Refusal to open account because of lack of proper 11 4 Ue 


identification 


Chart 16 (continued) 


Total cases 


Non- - Not closed during 
Consumer provisions violation Violation(s) Withdrawn Granted granted 2003-04 


Branch closures 
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Provision of required notice if i 
Requests for public meetings 14 30 8 52 
Requests to vary the notice requirements 4 3 if 
Cashing federal government cheques 
Fee charged for cashing 2 3 i) 
Refusal to cash 1 1 2 
Cost of borrowing — General 12 1 13 
Credit cards 
Disclosure in plain language | 1 
Disclosure of annual interest rate 2 2 
Disclosure of changes to the cost of borrowing 17 1 4 22 
Disclosure of cost of borrowing, interest or fees 27 5 J 37 
Ss for credit cards! 
= Disclosure of required information in credit 6 6 
= card applications 
= Disclosure of required information in 18 1 19 
= monthly statements 
Bs Disclosure relating to optional services 29 5 34 
% for credit cards 
SS General 25 3 28 
em Provision of monthly statements 8 10 18 
= Repayments before due date prohibited 1 1 
Gj Requests to keep a minimum balance on credit card 1 1 
= Disclosure of charges 21 2 23 
Disclosure of interest rates — General 3 3 
Disclosure of interest rates in an advertisement 3 gi 
Holds on cheques deposited 25 9 34 
Index-linked deposits 1 1 
Loans 
Disclosure in plain language 2 2 
Disclosure relating to optional services 1 | 
General 15 6 21 
Notification of changes or amendments to loan 10 5 18) 
agreement or to cost of borrowing 
Requirement to disclose cost of borrowing as 1 | 
rate per annum 
Requirement to disclose cost of borrowing 1 2 3 
in advertising 
Requirement to disclose cost of borrowing iW 3 20 
when loan issued 
Requirement to provide 21 days’ notice before 4 1 5 
mortgage renewal date 
Requirement to provide information on loan 13) 1 14 
repayments, rebates or charges 
Tied selling 
Coercive tied selling 12 1 4 Ale 
Failure to display notices on tied selling 3) 3 
TOTAL FOR CONSUMER PROVISION CASES? 483 20 111 34 11 659 


1 One case is currently under appeal in federal court 
2 The 20 cases involved 39 violations (see also Chart 4, p. 21). 


Addressing 


Canadians’ concerns 


How FCAC manages 


a complaint 


When a consumer contacts FCAC with a complaint, 
it is examined to determine whether it falls under the 
Agency’s jurisdiction and whether it involves a possible 
contravention of the law. If research is required, the 


complainant will receive a call back within 48 hours. 


Once the consumer's situation is understood and the 
jurisdiction established, the complainant is told of the 
options available. If the complaint involves a possible 


contravention of the law, an FCAC compliance officer 


contacts the consumer’s financial institution to discuss 
the complaint. If further action is recommended, an 
officer may request factual information in writing 


from the complainant and the institution. 


We also inform the consumer about the institution’s 
procedures for dealing with complaints. If the matter 
is not under our mandate, we direct the complainant 
to the organization best equipped to deal with 


the issue. 
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Figure 1: FCAC compliance case management process 


Process Potential outcomes 


A compliance case is opened when: 
* aconsumer complaint is filed with FCAC; 


* a potential compliance matter is voluntarily 
reported by a financial institution; or 


* a potential compliance concern develops as a 
result of FCAC monitoring activities, including: 


— Agency examinations and inquiries, 
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—FCAC mystery shopping surveys, and 
— consumer surveys or media reports. 


An FCAC compliance officer is assigned to the case. 
The officer begins investigating and requests factual 

information from the complainant and/or the financial 
institution. 
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Determined not to be a compliance issue. 
No further action. 


The compliance officer provides facts and an analysis 
of the case in a compliance officer's report, with a 
recommendation on the compliance measure that the 
Commissioner should consider. A copy of the report is 
sent to the financial institution for comment. 
Compliance measures may include: 


e Letter of Reprimand 

e Compliance Agreement 

¢ Notice of Violation, with penalty 
e Prosecution 


e Restraining order 
The Commissioner: 


¢ considers the officer's report and the financial 
institution’s comments; 


° determines on reasonable grounds whether there is 
a violation; and 


e if there is, applies an appropriate compliance 
measure. 


FCAC’s operations 


Operational roles 


and responsibilities 


Commissioner 


The FCAC Commissioner is appointed for a period of 
up to five years. The first and current Commissioner is 


William (Bill) G. Knight. His responsibilities include: 


* reporting to Parliament annually through the 
Minister of Finance, and to the Minister of 
Finance regularly, about FCAC’s activities 
and findings; 

* managing the operations of FCAC, including 
taking responsibility for all aspects of its 
program, finances, administration and human 


resources management; 


supervising approximately 420 federally 
regulated financial institutions to determine 
whether they are complying with applicable 
consumer protection legislation, and with their 
own voluntary codes of conduct and public 


commitments; and 


expanding national education initiatives to 
identify and meet consumers’ needs for 


financial knowledge. 


The FCAC Commissioner is an ex officio member of 
the Board of Directors of the Canada Deposit Insurance 
Corporation (CDIC) and a member of the Board’s 
Governance Committee. He is also a member of both 


the Financial Institutions Supervisory Committee, 


chaired by the Superintendent of Financial Institutions, 


and the Senior Advisory Committee, chaired by the 

Deputy Minister of Finance. In this latter capacity, the 
FCAC Commissioner advises on key consumer issues, 
offering important input for the policy advice that this 


committee provides to the Minister of Finance. 


Consumer Education and 
Public Affairs Branch 


The Financial Consumer Agency of Canada Act requires 
FCAC to promote consumer awareness about 

the obligations of financial institutions under the 
applicable consumer provisions, and to foster an 
understanding of financial services and related issues. 


To fulfil this requirement, FCAC’s Consumer 


Education and Public Affairs Branch is responsible for: 


* producing information materials to enhance 
consumers’ knowledge of financial institutions’ 
legal obligations, and of financial products 
and services; 

* carrying out research and surveys; 

¢ disseminating information via the media, the 
FCAC Web site and stakeholders; 

* reaching out to community groups, associations 
and other stakeholders; and 

¢ handling correspondence with consumers 
and operating a call centre (a joint venture 


with CDIC). 
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Compliance and Industry Relations Branch 


The FCAC Compliance and Industry Relations Branch ¢ coercive tied selling; 


monitors financial institutions to ensure that they disclosing cheque-holding policies; 


comply with the consumer provisions of the Bank Act, providing information to consumers about 


the Trust and Loan Companies Act, the Insurance REAG 


Companies Act and the Cooperative Credit Associations establishing procedures for dealing with 


Act. The Branch also monitors adherence to voluntary complaints; and 
codes of conduct and public commitments put in e disclosing the cost of borrowing. 


place by financial institutions or their associations. Voluntary codes of conduct and public co sents 


Last, the Branch is responsible for promoting a are put in place by the financial institutions to protect 


culture of compliance within federally regulated consumers. They cover such topics as debit cards 


financial institutions. and credit relations with small businesses. FCAC 


Lents : : : monitors adherence to the codes and commitments, 
The consumer provisions are listed in Appendix B, 


p. 62. They deal with: investigating complaints and publicly reporting its 
: findings. FCAC also performs a preventive role by 
° opening retail deposit accounts; 
ensuring that the provisions of the voluntary codes 
* cashing federal government cheques; 
and public commitments are implemented. 
° closing retail branches; 


The responsibilities of the Compliance and Industry 


Relations Branch include: 


* investigating and responding to complaints 
relating to the consumer provisions that fall under 


any of the acts within FCAC’s jurisdiction; 


managing the compliance framework and 
ensuring that federally regulated financial 


institutions conform to it; 


monitoring adherence to voluntary codes of 
conduct or public commitments designed to 


protect the interests of consumers; 


monitoring FCAC’s tracking systems to identify 
trends; and 


encouraging financial institutions to develop 


policies and procedures for implementing the 


consumer provisions that apply to them. 


Among the Branch’s tools for monitoring compliance 
are mystery shopping, consumer surveys, analysis 

of complaints and inquiries, annual and special 
examinations of federally regulated financial 


institutions, and studies by third parties. 


FCAC ensures compliance with legislation and 
regulations by applying administrative measures, 
imposing fines, or publicly disclosing the nature of a 
violation, the name of the offender and the amount 

of the monetary penalty iaposed. Among the factors 
determining the approach to a specific case are the 
severity and scope of the problem, the degree of intent 
or negligence, and the compliance history of the 


financial institution concerned. 


To fulfil its mandate of maintaining close relations 
with the financial industry, FCAC meets regularly 


with financial institutions. Some of the contacts take 


place quarterly to share information on topics 

of common interest, such as monitoring 

activities, industry-wide compliance issues and 

the Commissioner’s position on compliance with 
legislation, regulations, voluntary codes and public 
commitments. The ultimate purpose of course remains 
to protect Canadian consumers of financial products 
and services, and to promote regulatory compliance. 
The backbone of this new compliance culture 

is unqualified cooperation on the part of the 


financial institutions. 


Administrative Services Branch 


The Administrative Services Branch provides FCAC 
with such services as human resources, financial 
management, access to information and privacy, 
materiel management, facilities management, records 
management, informatics, security, occupational 


health and safety, mail, and courier. 


FCAC contracts with the Office of the Superintendent 
of Financial Institutions for its human resources 

and financial services, and with Public Works and 
Government Services Canada for its technology 


and communications services. 


Legal Services Branch 


The federal Department of Justice provides legal 
services to FCAC. A senior counsel from Justice 
Canada is part of the management structure of FCAC 
and reports directly to the Commissioner. The senior 
counsel furnishes advice on all aspects of FCAC’s 


mandate and operations. 
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FCAC 
Objectives 


Key 
Functions 


Activities 


Outputs 


Immediate 
Outcomes 


Intermediate 
Outcomes 


Final 
Outcome 


Ultimate 
Outcome 
(gov't-wide) 


» Ensure financial institutions are in compliance with consumer provisions 


+ Ensure consumers understand their rights and can make informed decisions 


aaa ean 


Protecting Consumers 


=a 


Compliance and 
Monitoring 


|dentify and investigate 
consumer complaints 
Conduct examinations 
of financial institutions 
and systemic issues 
Monitor corrective 
action 


Up-to-date compliance 
framework 

Problems and 
contraventions by 
financial institutions 
identified 

Letters of Reprimand, 
Notices of Violation and 
Administrative Monetary 
Penalties issued 
Compliance Agreements 
put in place 


Financial institutions 
address compliance 
issues and implement 
corrective action 


Industry Relations 

° Maintain/develop 
relationships with 
financial industry 

° Provide feedback 
to industry 


e Meetings with financial 
institutions 

° Compliance newsletter 

e Statistical information 
on industry compliance 
issues 


e Financial institutions 
understand FCAC role 
and their own 
responsibilities 


|___—___ 


Financial institutions comply with consumer provisions 
Financial institutions adhere to public commitments and 


codes of conduct 


Figure 2: FCAC’s Results-based management accountability framework (RMAF) 


Informing Canadians 


pres eee 


Public Affairs 


Consumer Education 

e Review or carry out 
research 

° Analyze call centre 
data 

e Monitor trends and 
identify information 
gaps 


* Consumer service and 
information needs 
identified 


Produce and 
disseminate information 
materials (e.g. fact 
sheets, Consumer 
Contact Centre, Web 
site, media outlets) 
Conduct outreach 
programs with media, 
community, government 
and industry partners 


Publications and 
information products 
(e.g. Consumer 
Contact Centre, 

Web site, brochures, 
media releases) 
Partnerships and 
distribution channels 
with media, government 
and industry partners 


|__| 


Canadians have access to information on their rights 
in dealing with financial institutions 
¢ Consumers have access to impartial information on 


financial products and services 


e Canadians are aware of their financial rights and 


obligations 


e Canadians make informed financial decisions 


Ee 


Interests of financial consumers are protected 


Improved financial marketplace for Canadians 


FCAC’s performance 


FCAC monitors its internal performance to make sure 
that its procedures are efficient and effective, and that 
they provide the best possible service to Canadians. 
Two signs of FCAC’s growing value to consumers 

are the higher call volume at our Consumer Contact 
Centre and the findings of our first caller satisfaction 
survey, which show that consumers are very pleased 


with help received from FCAC. 


Consumer service performance 


FCAC carries out statistical tracking of its service 
performance in three main areas: the Consumer 
Contact Centre; the Correspondence Unit; and the 


Compliance and Industry Relations Branch. 


Consumer Contact Centre 

During 2003-04, the Consumer Contact Centre 
received 15,471 calls, a 34 percent increase over the 
11,520 calls received during 2002-03. The average call 
lasted about three minutes. For further performance 


statistics, see Chart 17. 


Chart 17: Time taken to close a file related to a telephone call received by 
the Consumer Contact Centre, 2003-04 


12,000 


11,473 
10,000 


8,000 


Number of cases 
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Correspondence Unit 

The Correspondence Unit deals with e-mail messages 
and letters sent to FCAC by consumers. In 2003-04, 
we responded to 74.5 percent of all communications 
within 14 working days of their receipt. For details, 
see Chart 18. 


Compliance and Industry Relations Branch 
The Compliance and Industry Relations Branch 

processes compliance-related files as expeditiously 
and effectively as possible. As shown in Chart 19 (right), . 
more than half of the files (55 percent) were closed 
within 30 days of being opened. Almost 80 percent 


were closed within 60 days. 


Chart 18: Time taken to close a file generated by a consumer's letter, 
e-mail or in-person visit for non-compliance related matters 


1,200 
Tay 

1,000 
$ 800 
S E 
ms mE 2002-03 
[<b} 
2 600 we 2003-04 
= 
Fas 


210 


1-7 8-14 15-21 


22-28 > 28 


Number of working days 


*  FCAC was given the opportunity to respond to an Option consommateurs petition. As a result, FCAC received more than 1,500 letters at one time. These were not subject to FCAC’s 


regular response time standards. 


Chart 19: Time taken to close a file related to a compliance matter 


450 


400 399 


& 

oS 

= mmm 2002-03 

® 

= mm 2003-04 
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1-30 31-60 61-90 91-120 > 120 
Number of working days 

Caller satisfaction survey 
In December 2003, FCAC hired an independent Since this was the first time FCAC conducted such 
research company to survey Canadians who had a survey, it will serve as a benchmark for measuring 
telephoned our Consumer Contact Centre. Just improvement. FCAC intends to repeat the survey 


over 600 consumers completed the interview. every two years. 
Overall, the level of satisfaction with FCAC’s role 


and staff was very high. 


Survey details: 


Respondents who felt there was a need for government supervision of financial institutions to ensure consumer protection 
Respondents who felt that the FCAC staff they dealt with performed their job very well 

Respondents who said that they would recommend FCAC to others who had issues with the banking industry 
Respondents who felt that the Centre was responsive to their needs 

Respondents who were satisfied with the accuracy of the information they received 

Respondents who were satisfied with the outcome of their most recent contact with FCAC 

Respondents who said that FCAC referred them to the appropriate organization 

Respondents who said that they found out easily how to contact FCAC 

Respondents who said that they knew where to find the service when they needed it 


93% 
88% 
86% 
80% 
75% 
72% 
71% 
61% 
46% 
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Consumer evaluation of Credit Cards and You 


In January 2004, we asked consumers to give us their extremely positive view of the publication’s value and 
impressions of the updated version of Credit Cards and that our approach to satisfying their needs is bearing 
You. While this was not a large-scale, exhaustive fruit. For details of the evaluation findings, see 
survey, it unmistakably found that consumers have an Chart 20. 


Chart 20: Overall impression by consumers of Credit Cards and You, January 2004 issue 
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No. Title Page 
Charts 
1 ‘Distribution of FCAC publications 10 
2 _FCAC Web site usage 12 
3 FCAC Web site visits per month, since launch ; 12 
4 Compliance cases closed where action was taken, 2003-04 21 
5 Total contacts received by FCAC by source, 2003-04 25 
6 Total contacts received by FCAC by type, 2003-04 26 
7 ‘Total contacts received by FCAC by type of federally regulated financial institution, 2003-04 26 
8 Inquiries and complaints received excluding compliance matters, by location, 2003-04 27 = 
9 Inquiries and complaints received excluding compliance matters, by category, 2003-04 28 = 
10 = Inquiries received excluding compliance matters, by type 28 a 
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13 Compliance matters relating to consumer provisions and codes of conduct / 30-32 eS 
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20 Overall impression by consumers of Credit Cards and You, January 2004 issue 44 

Figures 
1 FCAC compliance case management process 36 


2  FCAC’s Results-based management accountability framework (RMAF) 40 


Financial highlights 


The Financial Consumer Agency of Canada (FCAC) 

is funded by assessments paid by federally regulated 
financial institutions. Banks pay more than 90 percent 
of FCAC’s costs since most of the consumer provisions 


overseen by the Agency apply to them. 


This annual report presents information on FCAC’s 
second full year of operations. Although the budget 
for 2003-04 was originally projected at $7.3 million, 
the total expenditures amounted to $6.2 million. For 


the previous fiscal year the figure was $5.4 million. 


As we put in place the Agency’s programs, expenditures 
are closely managed and continue to be below 
budgeted projections. This reflects a prudent approach 
to financial management, as well as our ability to 


use partnerships to share or economize on costs. 


During 2003-04 FCAC’s workload increased 
substantially in the area of compliance, as well as in 
correspondence and outreach. In response, we added 
5 full-time equivalent employees (FTEs), for a total 
of 35 FTEs — 2 more than had been projected in the 
2003-04 business plan. The additional resources were 
needed to handle a greater-than-expected rise in 


demand for our services by Canadians. 


The Compliance and Industry Relations Branch 
required more resources than expected to carry out 
and complete several industry examinations and 
reviews in such areas as credit cards, mortgages, 
follow-up to mystery shopping findings and 
implementation of the compliance framework. 

Work on these projects was in addition to a sharply 
increasing complaint caseload. The Access to Basic 
Banking Services Regulations, which came into force in 


September 2003, are generating more compliance 


cases than expected; to assist with the workload, a 


compliance officer and a support person were hired. 


In the Consumer Education and Public Affairs Branch, 
we added a statistical officer to deal with internal 


and external demands for analysis and reporting on 


FCAC ANNUAL REPORT 2003-2004 


consumer and compliance trends. Two FTEs were 


hired to meet the increased volume of consumer 


correspondence and to extend our outreach efforts. 

As a result of a change in management strategy, FCAC 
decided to increase outreach capacity in order to 
better target our initiatives, instead of raising the 
Agency’s profile through paid advertising in the 


media at this time. 


On the basis of our knowledge of the issues that have 


emerged over the past year, it is still projected that the 
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Agency will require annual expenditures of $7 to 


$8 million for a modest but complete program of 


activities that directly support our mandate of 
protecting and educating consumers across Canada. 
At the same time, we are continuing operational 
efficiencies through common services agreements 
with the Office of the Superintendent of Financial 
Institutions (for financial and human resources 
administration), the Canada Deposit Insurance 
Corporation (for a joint call centre), and Public Works 
and Government Services Canada (for turnkey 
support for information technology). In addition, we 
are developing partnerships that support our outreach 


initiatives and offer cost-sharing opportunities. 


We are striving to put in place an effective program that 
meets the expectations of Parliament and Canadian 
consumers, while remaining committed to the efficient 


use of the resources provided to the Agency. 


Management’s responsibility for the financial statements 


Responsibility for the integrity and objectivity of the accompanying financial statements and the 
consistency with all other information contained in this annual report rests with the management 


of the Financial Consumer Agency of Canada (FCAC). 


These financial statements, which include amounts based on management's best estimates as 
determined through experience and judgement, have been prepared in accordance with Canadian 
generally accepted accounting principles. Management has developed and maintained books of 


accounts, records, internal controls, management practices, and information systems designed to 
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provide reasonable assurance that the assets are safeguarded and controlled, resources are managed 
economically and efficiently in the attainment of corporate objectives, and that transactions are in 
accordance with the Financial Administration Act and regulations as well as FCAC policies and 


statutory requirements. 


wm 
= The Auditor General of Canada, the independent auditor for the Government of Canada, has 
a audited the transactions and financial statements of FCAC, and reports on her audit to the 
= Minister of Finance. 
i=) 
cc 
foo) 
ve < 
=) 
| 
<x 
S William G. Knight Jim Callon 
Commissioner, Deputy Commissioner, 
Financial Consumer Agency of Canada Financial Consumer Agency of Canada 


Ottawa, Canada 
May 28, 2004 


Auditor General of Canada 
Verificatrice générale du Canada 


AUDITOR’S REPORT 


To the Minister of Finance 


| have audited the statement of financial position of the Financial Consumer Agency of Canada as 
at March 31, 2004 and the statements of operations and equity of Canada and cash flows for the 
year then ended. These financial statements are the responsibility of the Agency’s management. 
My responsibility is to express an opinion on these financial statements based on my audit. 


| conducted my audit in accordance with Canadian generally accepted auditing standards. Those 
standards require that | plan and perform an audit to obtain reasonable assurance whether the 
financial statements are free of material misstatement. An audit includes examining, on a test 
basis, evidence supporting the amounts and disclosures in the financial statements. An audit also 
includes assessing the accounting principles used and significant estimates made by 
management, as well as evaluating the overall financial statement presentation. 


In my opinion, these financial statements present fairly, in all material respects, the financial 
position of the Agency as at March 31, 2004 and the results of its operations and its cash flows 
for the year then ended in accordance with Canadian generally accepted accounting principles. 


John Rossetti, CA 
Principal 
for the Auditor General of Canada 


Ottawa, Canada 
May 28, 2004 
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Statement of Financial Position 


As at March 31 
2004 2003 


ASSETS 


Current 
Cash Entitlement : 2,002,702 $2,050,040 
___ 27,994 


1625 


asosomensReceveble 988] 
___ Other Current Asset 
OtherAssets 
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Capital Assets (note 5) 576,235 683,367 


Total Assets $ 2,803,960 $ 2,844,597 


LIABILITIES 


Current 
___ Accounts Payable and Accrued Liabilities (notes 6,7) = $577,785 $720,808 
624,110 © oe 650,052 


1,500,000 == 1,350,000 


Loan Payable(note6) == s—s—<—C~*=«*SS« OOD‘, 80, 


Employee Future Benefits 102,065 124,237 


__ Total Liabilities $ 2,803,960 | = = $ 2,844,597 


Equity of Canada — — 


VALUE FOR CANADIANS 


TOTAL LIABILITIES AND EQUITY OF CANADA $ 2,803,960 $ 2,844,597 


Commitments (note 8) 
Approved by: 


NSO 


William G. Knight 
Commissioner, Financial Consumer Agency of Canada 


The accompanying notes are an integral part of these Financial Statements. 


ae 
jam) 
e e oOo 
Statement of Operations and Equity of Canada . 
on 
Oo 
For the year ended March 31 ee 
2004 2003 as 
coc 
(an) 
joe 
REVENUE cc 
ne | 
Assessments i ee ee ony nt $ 5,382,358 - S 
Other Revenue 985 1,094 a 
- <= 
Total Revenue 6,177,572 5,383,452 oo 
<r 
Oo 
Le 
EXPENSES 
_ Salaries and Benefits (note A | nary Fates 3,365,851 2,848,840 
Professional Services (note 7) = oe 1,083,708 : 835,886 
Accommodation (notes 7, ) aes Rivet 652,047 2 616,611 a 
Other 467,683 262,976 Zz 
Be Soa te ee en he SE hia eee eo 
Information Management / Information Technology Costs (note 0) - 424,478 Sep seri LU 611,526 : pee 
Interest Ses ae eee 126,017 109,950 | = 
UC i Ae me, —_si15,960 i886 69 os 
Employee Future Benefits (22,172) 16,994 a 
Oo 
Total Expenses 6,213,572 5,383,452 e 
— 
Operating Results before Administrative Monetary (36,000) — 5 
Penalties and Government Funding — ae a 
Administrative Monetary Penalties (note 9) 17,000 _ aS = 
Parliamentary Appropriations — Modern Comptrollership (note 10) 36,000 — 
Net Operating Results 17,000 ss 
EQUITY OF CANADA, BEGINNING OF YEAR — — 
Administrative Monetary Penalties earned on behalf of (17,000) _ 
the Government 
EQUITY OF CANADA, END OF YEAR $ = $ = 


The accompanying notes are an integral part of these Financial Statements. 
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Statement of Cash Flows 


For the year ended March 31 


Cash Entitlement, End of Year 


$ 2,002,702 


2004 2003 
OPERATING ACTIVITIES 
Net OperatingResutts SOD 
Non-Cash items included in net operating results 
_ Amortization of Capital Assets (note 5) Jie 1918280 
_ Accrued Employee Future Benefits Nezii2e 16,994 
Changes in working capital 
(Increase) / / Decrease in Assessments Receivable _ OO (102,575) _ 6801115 7 
_ (Increase) | in Other Assets ; (11,142) (50,195) ace 
__ (Increase) in Other Current Assets _ a ee (116) (1,625) 
(Decrease) in in Accounts Payable. and Accrued Liabilities ee (142,523) ; ~~ (568,759) —- 
(Decrease) in Unearned | Revenue (25,942) 46 040 ),037) ae 
Administrative Monetary Penalties Remitted (17,000) — 
to the Consolidated Revenue Fund 
Cash Flows (used for) / provided by Operating Activities (131,945) 3,308,321 
INVESTING ACTIVITIES 
Acquisition of Capital Assets (note 5) (65,393) (115,607) 
Cash Flows (used for) Investing Activities (65,393) (115,607) 
FINANCING ACTIVITIES 
_ New Borrowings during the year 7 6,000,000 ——_ > a 350, 000 _ 
Repayments during the year (5,850,000) @ 000 000) 
Cash Flows provided by / (used for) Financing Activities 150,000 (5,650,000) 
‘CASH ENTITLEMENT 
_(Oscrease) inicashventitiemnent durlonithe:yeats ___ (47,338) (2,457,286) 
Cash Entitlement, Beginning of Year 2,050,040 4,507,326 


$ 2,050,040 


The accompanying notes are an integral part of these Financial Statements. 


Notes to the Financial Statements 
For the year ended March 31, 2004 


1. Authority and objectives 

On October 24, 2001, the Financial Consumer Agency of Canada Act (the Act) came into force, establishing 
the Financial Consumer Agency of Canada (FCAC, or the Agency). The Financial Consumer Agency 
of Canada is responsible for strengthening the oversight of consumer protection measures in the 
federally regulated financial sector and for expanding consumer education activities. The Agency 

is a department of the Government of Canada and is listed in schedule I.1 of the Financial 


Administration Act. 
FCAC’s mandate is specifically set out in the Financial Consumer Agency of Canada Act. It must: 


a) supervise financial institutions to determine whether they are in compliance with the consumer 
provisions applicable to them; 

b) promote the adoption by financial institutions of policies and procedures to implement 
consumer provisions applicable to them; 

c) monitor the implementation of financial institutions’ publicly available voluntary codes of 
conduct that are designed to protect the interests of their customers, and monitor any public 
commitments made by financial institutions to protect the interests of their customers; 

d) promote consumer awareness about the obligations of financial institutions under consumer 
provisions applicable to them; and 

e) foster an understanding of financial services and issues relating to financial services, in 
cooperation with any department, agency or agency corporation of the Government of Canada, 


or of a province, financial institution, or consumer or other organization. 


Section 18(3) of the Act provides that the Agency’s costs of operations are to be assessed to the 


industry. FCAC’s operations are typically funded entirely through this process. 


FCAC assessment revenues are charged in accordance with the Financial Consumer Agency of Canada 
Assessment of Financial Institutions Regulations, which outline the methodology used to determine each 


institution’s assessment. 


The Agency manages its working capital requirements by borrowing funds from the Government of 


Canada as authorized under Section 13.1 of the Act. 


FCAC ANNUAL REPORT 2003-2004 


w 
=a 
<x 
(sx) 
tt 
= 
<x 
(a>) 
ce 
| a 
LL 
Lu 
Ss) 
pa 
x 
> 


=e 
i=) 
Oo 
N 
| 
ise) 
i=) 
i=) 
N 
| cd 
jag 
oO 
[ate 
ira 
oc 
ail 
<= 
= 
a 
= 
= @ 
(>) 
<= 
Oo 
LL 


VALUE FOR CANADIANS 


2. Summary of significant accounting policies 
a) Basis of presentation 


These financial statements have been prepared in accordance with Canadian generally accepted 
accounting principles. The Agency is dependent on its assessments of financial institutions to fund 


its costs of operations, including those related to employee future benefits. 


b) Revenue recognition 


FCAC matches its revenue to its operating costs. Any assessments that have been billed and for which 
costs have not been incurred are classified as current liabilities (unearned revenue) on the statement 


of financial position. 


Assessments are billed annually based on an estimate of the current fiscal year’s costs of operations 
together with an accounting of the previous year’s assessed costs against actual costs incurred. The 
assessment process is undertaken before December 31 in each year, in accordance with Section 18(1) 
of the Act. Asa result, at March 31 of each year, amounts may have been collected in advance of the 


incurrence of costs or, alternatively, funds may be owed to the Agency to fund its costs of operation. 


c) Employee future benefits 
i) Pension benefits 


FCAC’s eligible employees participate in the Public Service Superannuation Plan (the Plan) 
administered by the Government of Canada. Both employees and FCAC contribute to the cost 

of the Plan. The Agency’s contribution amount is currently based on a multiple of employees’ 
required contributions, and may change over time depending on the experience of the Plan. These 
contributions represent the total pension obligations of the Agency and are charged to operations 
on a current basis. FCAC is not required under present legislation to make contributions with 


respect to any actuarial deficiencies of the Plan. 
ii) Severance benefits 


On termination of employment, employees are entitled to certain benefits provided for under their 
conditions of employment through a severance benefits plan. The cost of these benefits is periodically 
actuarially determined and is accrued as employees render the services necessary to earn 


severance benefits. 


The cost of the severance benefits is actuarially determined using the projected benefit method 
prorated on services. The valuation of the liability is based upon a current market discount rate 
and other actuarial assumptions, which represent management’s best long-term estimates of 


factors such as future wage increases and employee resignation rates. 


In those years where no actuarial review is performed, management prepares an estimate of the 
closing employee future benefits liability, based on the most recent actuarial report and current 


employee information. 


d) Cash entitlement 


The Financial Consumer Agency of Canada does not deposit cash into or issue cheques from its 
own bank account. The financial transactions of the Agency are processed through the Consolidated 
Revenue Fund (CRF), a banking facility administered by the Receiver General for Canada. FCAC’s 


cash entitlement represents the amount the Agency is entitled to withdraw from the CRF without 
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further authority. This amount does not earn interest. 


e) Assessments receivable 


Assessments receivable are stated at amounts expected to be ultimately realized and represent a debt 


due to Her Majesty. 


f) Capital assets 


All capital assets are initially recorded at acquisition cost. Amortization of capital assets is calculated 


on a straight-line basis over the estimated useful life of the asset, as follows: 


Asset class Amortization period 


VALUE FOR CANADIANS 


Office equipment 4 years 
Furniture and fixtures 7 years 
Informatics hardware 3 years 
Informatics software 5 years 


Leasehold improvements lesser of useful life or term of the lease 


3. Measurement uncertainty 

The preparation of financial statements requires management to make estimates and assumptions 
that affect the reported amounts of assets, liabilities, revenues and expenses reported in the financial 
statements. At the time of preparation of these statements, management believes the estimates 

and assumptions to be reasonable. The most significant item involving the use of estimates and 
assumptions is the Agency’s allowance for employee future benefits. This liability was actuarially 
determined for the fiscal year ended March 31, 2004, and was estimated by management for the 


year ended March 31, 2003. 


4. Pension Benefits 
The estimated employer contributions to the Public Service Superannuation Plan during the year 


were $324,052 (2003 — $259,631). 
5. Capital assets 


Gross book values Accumulated amortization Net book values 


Opening Closing Opening Amortization Closing 
Category balance Additions ._ balance balance expense balance 2004 2003 


Leasehold improvements $ 375,810 $ 7,033 $ 382,843 $ 116,227 $ 87,053 $ 203,280 $ 179,563 $ 259,583 


Se 
Oo 
(<=) 
N 
l 
ise) 
i=) 
i=) 
N 
| cae 
Ge 
i=) 
Qa 
uu 
Bes 
“J 
<x 
=) 
— 
re 
<= 
(>) 
<= 
oO 
Ww 


Furniture and fixtures 392,884 40,550 433,434 74,084 56,615 130,699 302,735 318,800 
Office equipment 36,845 14,817 51,662 10,409 10,146 20,595 31,107 26,436 
Informatics hardware 7,650 2,993 10,643 3,612 2,716 6,328 4,315 4,038 
Informatics software 79,974 — 79,974 5,464 15,995 21,459 58,515 74,510 
Total $ 893,163 $ 65,393 $ 958,556 $ 209,796 $ 172,525 $ 382,321 $ 576,235 $ 683,367 

wa 

= 

= 6. Loan payable 

= FCAC funds its ongoing operations with cash advanced from the Consolidated Revenue Fund. The 

<x 

(S) terms and conditions of the loan agreement for funds advanced as at March 31, 2004, together with 

oc 

(o) comparatives for the preceding year, are as follows: 

Le 

es Principal amount: $1,500,000 (2003 — $1,350,000) 

a Maturity date: Feb. 23, 2005 (2003 — Feb. 21, 2004) 

al Interest rate: 2.25% (2003 — 3.38%) 


Interest is due upon maturity, and is recorded in Accounts Payable and Accrued Liabilities. Interest 


paid during the year was $127,298 (2003 — $158,303). 


7. Related party transactions 

FCAC is related in terms of common ownership to all Government of Canada departments, agencies 
and Crown corporations. The Agency has entered into service agreements with several departments 
and one Crown corporation for the supply of key services to the Agency and its staff in carrying out 


its mandate. FCAC currently works with the following partners: 


e Public Works and Government Services Canada (PWGSC) 
¢ Canada Deposit Insurance Corporation (CDIC) 


e the Office of the Superintendent of Financial Institutions (OSFI) 


FCAC also enters into transactions with other government entities in the normal course of business 
and on normal trade terms applicable to all individuals and enterprises. The following table 
summarizes the impact of the Agency’s significant related-party transactions for the year on total 
expenses. The transactions are measured at the exchange amount, which is the amount of 


consideration established and agreed to by the related parties. 


Expenses : 2004 2003 
Treasury Board — Employee Benefits $ 628,079 $ 507,813 
PWGSC — Accommodation $ 467,388 $ 458,803 
PWGSC — Information Management / Information Technology $ 350,562 $ 557,500 
CDIC — Professional Services (Call Centre Administration) $ 259,369 $ 246,496 
Department of Finance — Interest on Loans from the $ 125,947 $ 101,668 
Consolidated Revenue Fund 

PWGSC — Translation Services $ 123,245 $ 63,687 
OSFI — Professional Services (Financial Services) $ 110,008 $ 102,060 
OSFI — Professional Services (Human Resources Services) $ 92,525 $ 98,232 


At the end of the year, amounts due to (from) the above related parties are as follows: 


Accounts payable / (Accounts receivable) 2004 2003 
PWGSC — Information Management / Information Technology $ (60,438) $ 136,000 
CDIC — Professional Services (Call Centre Administration) $ 70,726 $ 82,103 
Treasury Board — Employee Benefits 3 ali $ = 
Department of Finance — Interest Payable $ 3,462 $ 4,813 
PWGSC — Translation Services $ 5,279 $ 6,784 
OSFI — Professional Services (Human Resources Services) $ == $ 8,489 
OSFI — Professional Services (Financial Services) $ = $ 8,820 


8. Commitments 


Contractual commitments arising from service agreements entered into with various departments and 


one Crown corporation for the supply of key services to the Agency, as well as future minimum lease 


payments for the remaining term of the Agency’s lease for office space, are outlined below. 


Year ending Service Operating Total 
March 31 agreements lease 
2005 $ 123,464 $ 291,347 $ 414,811 
2006 100,465 291,347 391,812 
2007 105,489 — 105,489 
Total $ 329,418 $ 582,694 $ 912,112 
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9. Administrative Monetary Penalties 

The Commissioner of the FCAC may issue Notices of Violation and impose an administrative penalty 
in cases where he believes that there has been a violation of the consumer provisions or non- 
compliance with any compliance agreement entered into under an Act listed in Schedule 1 to the 
Financial Consumer Agency of Canada Act. The penalty amount may be as high as $50,000 for an 


individual and $100,000 for an institution. 


Penalties levied by FCAC are non-respendable and are to be remitted to the Consolidated Revenue 
Fund. The funds are not available to FCAC and are not included in the balance of the Cash 
Entitlement. As a result, the penalties do not reduce the amount that FCAC assesses the industry in 


respect of its operating costs. 
FCAC levied $17,000 (2003 — nil) in administrative monetary penalties during fiscal year 2003-04. 


10. Parliamentary Appropriation 
During fiscal year 2003-04, FCAC was granted a non-recurring appropriation of $36,000 (2003 — nil) 


to be applied to activities consistent with the Government Modern Comptrollership initiative. 


Appendix A 


Glossary 


Adherence (to a voluntary code of conduct or public 


commitment) 


After investigation of a complaint, a finding by the 
Financial Consumer Agency of Canada (FCAC) that 
the actions of the financial institution concerned are 
consistent with that institution’s voluntary code of 


conduct or public commitment governing such actions. 


Administrative Monetary Penalty 


A monetary penalty that the Commissioner can 
impose. This could be as high as $50,000 for an 
individual or $100,000 for an institution. The amount 
is determined on the basis of three criteria: the degree 
of intent or negligence of the violator, the harm done by 


the violation and any history of previous violations. 


Case 


tS 


A file opened by FCAC’s Compliance and Industry 
Relations Branch pertaining to a compliance matter, 
such as an alleged contravention of a consumer 
provision, code of conduct or public commitment. 
Circumstances surrounding the matter are reviewed 


and assessed by the Branch. 


Closed case 


Compliance case investigated by FCAC and concluded 
by March 31. 


Code of conduct 


A code adopted by a financial institution or an 
industry association and made publicly available 
(for example, on its Web site), designed to protect the 
interests of customers of that financial institution or 
industry association. FCAC monitors adherence by 
federally regulated financial institutions to their 


voluntary codes of conduct. 


Coercive tied selling 


The action of coercing or using undue pressure in 

order to induce an individual to obtain a product or 
service from a particular person, bank or affiliate as 
a condition for obtaining another product or service 


from that same source. 


Complaint-handling procedures 


Procedures that federally regulated financial 
institutions are required by law to put in place for 
dealing with complaints made by persons who have 
requested or received products or services from a 


financial institution in Canada. 
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Compliance framework 


A framework outlining how FCAC supervises 
financial institutions’ compliance with legislated 
consumer provisions, and how it monitors the 
institutions’ compliance with voluntary codes of 


conduct and public commitments. 


Consumer provision 


A provision of federal legislation /regulations 
identified as a consumer provision in section 2 of 
the Financial Consumer Agency of Canada Act. When 
designated by regulation, contravention of such 


a provision constitutes a violation. 


Examination, annual 


An examination conducted by FCAC once in each 
calendar year for the purpose of satisfying the 
Commissioner that a financial institution is in 
general compliance with the consumer provisions 


applicable to that institution. 


Examination, special 


Letter of Reprimand 


An administrative measure, provided for in FCAC’s 


compliance framework. It may be used in cases where 


a violation by a financial institution involves an 
isolated problem and has limited impact on the 
consumer, but where a Notice of Violation is not 
required. In a letter sent to the institution, the 
Commissioner notes the violation and confirms 


that proper corrective action has been taken. 


Non-adherence 


After investigation by FCAC, a determination that 
a complaint has merit and that the actions of a 
particular financial institution do not comply with 
the terms of a voluntary code of conduct or a public 


commitment applicable to that institution. 


Notice of Violation 


A notice provided for by law and issued by the 
Commissioner, informing a financial institution that 
it has violated a consumer provision. The Financial 
Consumer Agency of Canada Act requires the notice to 


state the name of the institution that committed the 


An examination conducted by FCAC, as circumstances 

violation, the nature of the violation and the amount 
require, for the purpose of satisfying the Commissioner 

of the Administrative Monetary Penalty levied against 
that a financial institution is complying with specific 

the institution by FCAC. The Commissioner may also 
consumer provisions applicable to that institution. 

publicize the violation. 


Filing, 
Opened case 
A document that a federally regulated financial 


a, Case entered into FCAC’s tracking system. 
institution is required by legislation (the Bank Act, 


the Cooperative Credit Associations Act, the Insurance ; 
; Pending case 
Companies Act or the Trust and Loan Companies Act) 


to file with FCAC. Compliance case still under investigation by FCAC 


as of March 31. 


Public Accountability Statement 


A statement that each large financial institution is 
required by law to publish annually and file with the 
FCAC Commissioner. It describes the contributions 
made by that institution to Canada’s economy 


and society. 


Public commitment 


A commitment made publicly by a financial 
institution or an industry association (for example, 
on its Web site), designed to protect the interests of 
customers of that institution or association. FCAC 
monitors adherence by federally regulated financial 


institutions to their public commitments. 


Self-reported complaint / Reportable complaint 


A complaint involving a consumer provision, 
escalated by a financial institution to the reportable 
level of that institution’s complaint-handling 
procedure. FCAC’s compliance framework requires 
federally regulated financial institutions to inform the 
Agency of any reportable complaint (as defined in the 


framework) that involves a consumer provision. 


Violation 


The contravention of a consumer provision, as 
defined by the Financial Consumer Agency of Canada 
Designated Regulations. 


Withdrawn case 


A case on which action has been discontinued, either 
because the consumer who lodged the complaint has 
requested that FCAC not proceed any further with 
its investigation or because the consumer did not 


respond to FCAC’s attempts to contact him or her 


in order to continue its investigation. 
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Consumer provisions 


and regulations 


FCAC ANNUAL REPORT 2003-2004 


The Financial Consumer Agency of Canada Act identifies consumer provisions under the following legislation: 


e the Bank Act; 


e the Insurance Companies Act; 


e the Trust and Loan Companies Act; and 


= ¢ the Cooperative Credit Associations Act. 
<— 
e The following table summarizes the legislated consumer provisions that the Agency administers, and the types of 
= federally regulated financial institutions affected by each provision. 
(eo) 
co 
= Trust and Insurance Retail 
eo Type of consumer provisions Banks loan companies companies associations 
ca Requirement to disclose interest and charges applicable X X X 
= to deposit accounts 

Requirement to disclose the cost of borrowing X X xX 

Requirement to have procedures for protecting customer X 

information (no regulations in effect) 
Requirement to open retail deposit accounts X 
Requirement to provide notice that deposits are not insured X 


when bank is not a member of CDIC 


Requirement to offer a standard low-cost account (not in effect)  X 
Note: Instead of a regulatory approach to bring this provision 

into effect, eight financial institutions have voluntarily committed 

to providing a low-cost account within guidelines established 

by the government. 


Within 14 days of opening a retail deposit account by telephone,  X X xX 
consumer’s right to close the account without charge 


Prohibition on charging for cashing government cheques X X X 


Obligation to cash government cheques to a maximum 
of $1,500, as specified by regulation 


Requirement to provide notice before closing a retail branch X X x 


Requirement for large institutions (with equity of $1 billion X X x 
or more) to file Public Accountability Statements 


Requirement to set up complaint procedures and to file x xX X xX 
a copy of those procedures with FCAC 


Requirement to join a separate complaints resolution organization X X X 
Restriction concerning coercive tied selling X 


Trust and Insurance Retail 


Type of consumer provisions Banks loan companies companies associations 


Requirements to disclose information to consumers as X X X 
required by regulation (e.g. regulations on index-linked 
deposits, cheque holding policies) 


Consumers’ right to prepay loans 


Institution to provide information about FCAC when consumers X 
have complaints about the institution’s compliance 
with consumer provisions 


Trust and Insurance Retail 


Related matters Banks loan companies companies associations 


Requirement for FCAC to monitor industry codes of conduct X X X 
and public commitments (e.g. codes dealing with debit cards 
or with small and medium-sized businesses) 


Requirement for FCAC to report annually, in aggregate form, x X X 
on the number and types of complaints brought to its attention 


Requirement for institutions to provide information to the X X X 
Commissioner, as necessary 


Requirement for annual compliance examination and reporting 
Ability to enter into Compliance Agreements 
Requirement to pay assessments for funding of FCAC 
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Ability to designate contraventions that are subject to 
administrative penalties 


’ a — 
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Status of consumer provision 
regulations as of 
March 31, 2004 
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Name of regulations Status Reference No. 


Access to Basic Banking Services Regulations in force SOR/2003-184 
se Cheque Holding Policy Disclosure (Banks) Regulations in force SOR/2002-39 
= Complaint Information (Authorized Foreign Banks) Regulations in force SOR/2001-370 
= Complaint Information (Banks) Regulations in force SOR/2001-371 
3 Complaint Information (Canadian Insurance Companies) Regulations in force SOR/2001-373 
o Complaint Information (Foreign Insurance Companies) Regulations in force SOR/2001-372 
a Complaint Information (Retail Associations) Regulations in force SOR/2001-374 
a Complaint Information (Trust and Loan Companies) Regulations in force SOR/2001-375 
= Cost of Borrowing (Authorized Foreign Banks) Regulations in force SOR/2002-262 
= Cost of Borrowing (Banks) Regulations in force SOR/2001-101 

Cost of Borrowing (Canadian Insurance Companies) Regulations in force S0R/2001-102 

Cost of Borrowing (Foreign Insurance Companies) Regulations in force SOR/2001-103 

Cost of Borrowing (Retail Associations) Regulations in force SOR/2002-263 

Cost of Borrowing (Trust and Loan Companies) Regulations in force SOR/2001-104 

Disclosure of Charges (Authorized Foreign Banks) Regulations in force SOR/99-278 

Disclosure of Charges (Banks) Regulations in force SOR/92-324 

Disclosure of Charges (Retail Associations) Regulations in force SOR/2003-297 

Disclosure of Interest (Authorized Foreign Banks) Regulations in force SOR/1999-272, 


as amended by 
SOR/2001-468 


Disclosure of Interest (Banks) Regulations in force SOR/1992-321, 
’ as amended by 
SOR/2001-469 


Disclosure of Interest (Retail Associations) Regulations in force SOR/2003-298 


Disclosure of Interest (Trust and Loan Companies) Regulations in force SOR/1992-322, 
as amended by 
SOR/2001-470 


Name of regulations 


Disclosure on Account Opening by Telephone Request 
(Authorized Foreign Banks) Regulations 


Disclosure on Account Opening by Telephone Request (Banks) Regulations 
Disclosure on Account Opening by Telephone Request (Retail Associations) Regulations 


Disclosure on Account Opening by Telephone Request (Trust and 
Loan Companies) Regulations 


Financial Consumer Agency of Canada Assessment of Financial Institutions Regulations 
Financial Consumer Agency of Canada Designated Violations Regulations 

Index-linked Deposits Interest Disclosure Regulations 

Notice of Branch Closure (Banks) Regulations 


Notice of Branch Closure (Cooperative Credit Associations) Regulations 
Notice of Branch Closure (Trust and Loan Companies) Regulations 
Notices of Uninsured Deposits Regulations 


Public Accountability Statements (Banks, Insurance Companies, Trust and 
Loan Companies) Regulations 


Status 


in force 


in force 
in force 


in force 


in force 
in force 
in force 


in force 


in force 


in force 


in force 


in force 


Reference No. 


SOR/2001-471 


SOR/2001-472 
SOR/2003-299 
SOR/2001-473 


SOR/2001-474 
SOR/2002-101 

SOR/2002-102 
SOR/2002-104, 


as amended by 
SOR/2003-70 


SOR/2002-105, 
as amended by 
SOR/2003-70 
SOR/2002-106, 
as amended by 
SOR/2003-70 
SOR/99-388, 
as amended by 
SOR/2002-338 


SOR/2002-133 
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Major codes of conduct and 
public commitments 
monitored by FCAC 


Codes of conduct 


Canadian Bankers Association (CBA) Code of 
Conduct for Authorized Insurance Activities 
Outlines the banks’ standards for branch employees 
to offer credit, travel and personal accident insurance. 
Deals with training, disclosure, promotion practices, 


customer privacy protection and customer redress. 


Canadian Code of Practice for Consumer 
Debit Card Services 

Outlines industry practices and consumer/industry 
responsibilities. Designed to protect Canadian 


consumers who use debit card services. 


Codes of Conduct for Bank Relations with 
Small and Medium-Sized Businesses 

Each bank develops and applies its own code to 
the business activities it conducts with small and 
medium-sized enterprise (SME) customers. Every 
code includes the key elements of the CBA Model 
Code of Conduct, the minimum standard for banks 


dealing with SMEs. 


Principles of Consumer Protection for 
Electronic Commerce: A Canadian Framework 
Intended to guide the actions of businesses, consumers 
and governments in Canada to develop a consumer 
protection framework for electronic commerce over 


open networks, including the Internet. 


Public commitments 
Credit Cards 


Several financial institutions have made formal 
commitments to protect consumers from the 
unauthorized use of credit cards. These commitments 
outline consumers’ liability for fraudulent 


transactions. 


Guidelines for the Transfer of 
Registered Plans 

Explanation of the maximum time that banks 
may require to process transfers of deposit-type 


registered plans. 


Low-Cost Accounts 

Eight Canadian financial institutions have undertaken 
to offer accounts that meet guidelines set out by the 
federal government since February 2001, with the aim 
of ensuring that Canadians have access to affordable 


banking services. 


Plain-Language Mortgage Documents 
Reflect the banks’ commitment to improving the 


understandability of residential mortgage documents. 


Undertaking on Right of Rescission of Index- 
linked Deposits Purchased by Telephone 

For telephone purchasers of index-linked deposits 
who have not received the required written statement 
prior to purchase, seven Canadian financial 
institutions have committed to allowing the 
opportunity to rescind the purchase within 48 hours 
from the actual or deemed receipt of such a statement, 


whichever is earlier. 
Undertaking on Unsolicited Services 


Six Canadian financial institutions have committed 
to implementing procedures designed to protect 
consumers when offering unsolicited services. 


Note: For definitions of the terms “code of conduct” and “public 


commitment,” see Appendix A (Glossary). 
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